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INTRODUCTION 
The treatment of Human Re lations in Industry as 
subject matter for any type of dissertation , whether it be in 
the form of a thesis submitted for a university degree or an 
article to be published in a trade j ournal or national monthly , 
or whether it be a course offered as part of the curriculum in 
a g iven institution of learning , offers many difficult but in-
teresting problems . Industrial Human Relations is a mere 
embryo , and it appears that no one person can prophecy its 
future status . Is it t o be come one of the social sciences? 
Is it to evolve into a type of operating philosophy? There 
is no definite answer to these questions at the present time . 
Nevertheless, there is a very positive trend on the p9..rt of 
educators, consultants , and men in management to adopt a 'tgrass 
rootsn approach to the solution of human problems in a hi:shly 
complex industrial society, and in this approach , they are 
apparently employing the findings of all the social sciences, 
the results of research in social relations, group dynamics , 
industrial jurisprudence, sociometries, in fact, all research 
that has to do with the human element wherever these findings 
are pertinent to specific problems that confront them in their 
daily work . For vvant of better terminology , this manner of 
dealing with human problems has received the appellation of 
Human Relations . 
In this thesis, the attempt has been made to 
analyze ~ost of the important relationships of one firm , 
i . 
·I 
Company ttxn . In so doing , the methodolo13y consists of go ing 
into the past somewhat , directing quite a bit of attention to 
these relationships as they currently exist, recomnending fu -
ture action for the purpose of blending such relationships 
together harmoniously , and f inally tiei ng in some of these 
problems with problems of the industry as a whole . ri' o all 
appearances , each example presented in Parts I and II may 
appear to be left hanging in mid- air , disjointed, and with 
little, if any, reference to any other example . This is s o, 
for the hUman Relations of Company ttxu are lar gely not related 
to one another inasmuch as each pr oblem was and is treated, 
to a very great extent, as an individual problem, rather than 
as one of rnany interrelated problems . Pointing up an instanc 
of this , in Part II under 1 Community Relations 11 , we find a II 
variety of sub- headings , among which are Public Opinion Polls , 
Service Clubs . et al . i'ach of these may be termed as a segm nt 
of the fir~ 1 s over - all Community Relat ions, and they have been 
so labeled . On the other hand , each of these fu1ctions is 
carried out singly , without any reference to other functions 
in the saTie grouping . In simple language , there is no pro-
gramming for Com1 :mi ty Relat ions nor for Human Relations 
not·:vi thstanding the fact that elements of relationships betwee 
the firm and its publics can be discerned and passed upon . 
In Part I, the attempt is made to review some of 
the important phases of numan Relations in subject company as 
they existed in the past . The fact that "monopo l y" and 11 powe 
ii . 
trust 11 have or have not a basis in the real order is important 
in the study of the utility industry, and that such terms, whe 
.employed , call up stereotypes which are detrimental to the g oo 
Public Relations of Company uxn seems to be fairly important,. 
The background of the community itself, and the relationship 
bet1Neen the conununi ty and industry deserves stress; it is com-
mented on principally to account for certain public attitudes 
toward this one utility as it developed from a relatively 
unimportant operating company to a member of a large network 
of affiliated companies. Lobbying, as a Public Relati ons 
device, has a direct nexus to the foregoing insofar as it was 
and is employed to temper public opinion, and it is emphasized 
in this frane of reference. The relations between employer 
and employee are pointed up, with stress placed on one J. B . 
Babcock, who is Paternalism personified. 
Part II constitutes the findings of presently 
existing Human Relations; it is based entirely upon the per-
sonal observations .of the writer, who w·orked very close to the 
scene over a period of time, and where there are comments and 
criticisms of various phases of these relations, they should 
be looked upon as personal reflections, and not necessarily 
those of a consensus. There are six distinct sub-headings 
which are listed alphabetically rather than in order of i mport 
ance. To the student of Human Relat ions, special attention 
is called to the fact that even though a maj ority of the point 
brousf1t out might be placed on the positive side of Human 
iii. 
programming , even these be come less important in an appraisal 
1of the entire picture. For instan ce, it should be evident 
11 that Labor Relations are fairly well developed, and yet the les 
g lamorous segment (albeit, perhaps more important) of Personnel 
!Relations , Employee Relations, is treated haphazardly, thus 
resulting in an unfavorable appraisal of the whole . 
In Part III is offered a blueprint for the future 
with particular emphasis on the development of the organization 
structure, so as to allow for the proper treatment of the human 
equation. From a personal standpoint, t h is seems to cry out a 
t h e paramount need . Others may differ. The reasoning behind 
the recommendation is that in orde r to have effective, well-
balan ced programming , (and t h is refers to sales, production , 
service , etc. as well) the primary requisite is to make certain 
of coordination and functional correlation, which can be accom-
1 plished only through organization. Secondary stress is placed 
on the supervisor, for t h e reason that the supervisor stands ou 
as t h e key person in industry, and as such is also key transmit 
ter upwards, downwards, and out. 
Part IV calls attention to a trilogy of Public 
Relations problems that affect Company nxu and the utility in-
dustry as a whole . The privately-owned electric utility indus 
try appears to be involved in a struggle for existence, a 
struggle which has not, as yet, a counterpart in other public 
service industries, as: radio, transportation, communications, 
and gas. \~nile the conflict seems to be one of opposing ideo-
iv. 
I 
Relations problem inter - twined . ~he aim of the writer is to II 
denonstrate this relationship. 1'he topic of 1The ~lectric B.at " 
is certainly not foreign to the subject matter , and it merits 
!! perusal from the standpoint of studying public opinion and public 
attitudes . In the same vein of thought, it is worthwhile to 
introduce the subject of 11 'l'he PoVJer Shortage Crisis" in order 
to show ho~ adverse public opinion on other points of the in-
dustryts Public Kelations can actually create an issue which 
has little foundation in the objective order of things, and 
which, at the same time, intensifies suspicion and distrust of 
the industry on the part of a great bulk of the people . 
I 
ll 
I 
' ,I 
I 
I 
I 
I! 
I 
v. 
PART I 
"As It Was in the Past ••••••••• " 
uAS I T AS I N !J.'HE PA~T •••.• •• . 11 
The likelih ood exists that there is not a 
company , industry , or organization of any type which is entire 
ly free of problems of a Human Relations nature . Perhaps , 
this can be more strongly stated, namely that in any g iven 
org anization , at the present time , there are problems constant 
arising between individuals, between social units , within the 
ranks of Labor , between Labor and Management , and within the 
ranks of Manag e ment , all of whi ch beg for solution . However , 
si n ce these relationships are both dynamic and complex , there 
are no ready solutions . Frictions arise because people are 
people . Man is , in his essence , a human being with the g ift 
of reason , but since he is man , he is also prone to error; he 
is sentimental and emotional as well; he is often irrational 
in h is behaviou~ . If there were no oth er reasons , these alon 
would serve to explain why Human Relations will more probably 
not develop into a science . Individuals in a g iven situation 
will react in as many dif f erent ways as there are individuals 
due to a wide variance in environmental , racial , religious , 
psychological , and socio - economic backgrounds , all of whi ch 
shape an individual ' s response to s g iven set of stimuli . 
An individual will react at times as an individual, and, at 
other times the self- same individual , as a member of a group 
or a mob , vTill react i n a diametrically different manner . 
These remarks are prefaced at the beginning 
merely to indicate that, although Company 11X" mi ght appear 
1 
to be placed in an inauspicious light and that the problems 
presented appear to be manifold, in reality, such problems 
are probably no greater or no more numerous than are those 
of any other organization in our highly complex industrial 
society placed under the microscope of human research. It 
may be stated further that to the everyday observer, to the 
man, woman, or child having daily or periodic contact with 
the company these problems are not apparent, and this is 
perhaps true of any given firm except where the accumulation 
of suoh problems without attempted solution has resulted in 
an eruption, either i n the form of a labor strike, a community 
scandal, or other such manifestation. Too frequently, 
the problems of a Human Relations nature are not candidly 
clear; they are often deep-rooted and hidden from view, and 
because they are concealed, they defy easy and simple solutio~. 
In regard to Company "X", this is more than true. The things 
that make for friction, unrest, disharmony within its 
organizational structure are not to be found in its official 
f i les or papers, for despite the paternalism of an era now 
past, no executive except the most crude and unintelligent 
would ever transfer into writing factors which, in themselves, 
would cause differences and dissensions. Rather, suoh 
things are translated into the spirit or the intent behind 
such actions. 
For example, if one should come upon a 
memo from the manager to heads to the effect that 
~========*= __ Lhe em ~_are inv· a 
2 
II 
specialist in the field of accident prevention on a given 
Saturday evening in the company hall , to the research agent th s 
might well be placed on the positive side of an appraisal . 
However , suppose now that by means of word of mouth from some-
one intimately connected with the proceedings at the time, it 
should be brought to light that the manager arranged for the 
lecture at the given time and place to counteract a 11 social 11 
being sponsored by the employees at the same time and date, an 
further than this , that although the memorandum inferred that 
the meeting was non-compulsory, 11 as a matter of fact 11 , all 
concerned knew that a secret attendance record would be 
maintained, then we begin to see the situation in a different 
light. Consequently, the fact that certain things are done or 
have been done, unless they are outwardly obnoxious, means 
very little "per se" . 'l'heir actual and real meaning is derived 
for the most part from witnesses who were in a position to 
know the attending circumstances , and knovring them were able 
to interpret them with little or no bias or prejudice to the 
person or persons interested in finding the causes of things . 
It may be said, then , that the research phase of 
Human Relations is to an extent arbitrary since we are not 
relying so much on objective evidence as we are on inductive 
reasoning attending such evidence . Unfortunately , the writer 
has found this to be the case . In coming to a definite con-
clusion, we do so by piecing the various bits of evidence 
together , careful that , as we go through this process, the 
conclusion does not vary essentially from that which those 
3 
II 
knowing the facts have arrived at independently. It may be 
gainsaid that inductive reasoning is scientific, and that 
therefore the end product deserves the commendat ion of objective 
validity. This is t rue, but only in those instances where the 
evidence is either completely known or essentially known. In 
going back over the years of human research, much is lost, 
much is forgotten, especially so since it is carried by word, 
of mouth rather than through the medium of the printed word, 
and it cannot be hoped that when the pieces are fitted together~ 
that all of the pieces have been accunmlated nor even that all 
the essential pieces have been gathered up. Factors which 
might change the whole complexion of a conclusion may have 
been either unknowable or may have been missed in the appraisal 
of the consensus at the time. To go back to the example given 
previously, suppose all that has been said was true as far as 
it had gone relative to the scheduling of a lecture to purposel 
coincide with the employees' ttsocial 11 • Yet, what was unknowabl 
at the time was the fact that the person responsible for the 
antagonism was suffering fr~~ a mental illness of a temporary 
and non-violent nature, known only to the person's own physician; 
and , it was during this spell that our protagonist made several I 
judgments that could not be accounted for in the sensible order, 
not alone as regards his employeea but even decisions regarding 
engineering plans and financial transactions . If these were 
knowable, then the evaluation of the aforesaid action would 
undergo a metamorphosis in its essent ials. our opinion of the 
man would change completely, and our attitude toward his action 
5 
in like manner. None theless, this much can be said, namely 
that despite the background of a given action, if a problem 
i n the area of human relationships has arisen and the proximate 
cause can be ascertained (even t hough the ultimate cause is 
unknown and/or unknowable), then it is justifiable to record 
the k nowable facts and mak e recommendations based thereon. 
The foregoing may seem extrinsic to the 
sub j ect matter and irrelevant in r ecording background data, but, 
as it will be pointed out in fuller detail, a great deal of thi 
background in Company "X" evolves principally about the machi-
nations of one man, and it would be extremely unfair to make 
crypt i c statements about him or his actions without acknowledg ng 
that there well might be circumstances not available to the 
writer nor to those who believed they knew the facts which 
would alter our appraisal considerably. 
Company "X" is an electric ope r ating 
utility - a public service corporation. I t is only fitting 
to pause for a few moments to reflect on this one aspect. Over 
t he years, the private utility business has become suspect, and 
11 this is due to a number of real reasons which should be br i efly 
analyzed before continuing with the body of the report, because 
it is only after such analysis of what is inferred in the ter~, 
"pri vate power" that we can enter into the remaining portion of 
our research with open minds. l Any given electric operating 
co mpany is, in effect, a natural monopoly, meani ng that because 
of the type of product to be marketed, it has been given 
====#- =~"""'- p,r~ · s t .r i bu tj n&=th ftdrrQdU at t a the e~x c ='!!:J ~n~s=!:i~o!!:!::==l'====-== 
1 . Reference General 1otes - Item 11 u 
of all other distributors, save that the individual customer 
always reserves the right to produce for his own needs. By 
the very fact, then, that it is a monopoly, the stigma of 
bigness is therewith attached. In the minds of the ave rage 
adult American, and this bas come down from the era of the 
big trusts, the word "monopoly" denotes bigness, scandal, 
opulence, skulduggery, financial manipulations of an evil 
sort and other disdainful appellations. There is no dis-
I 
I 
tinction made between "natural monopoly", "arbitrary monopoly", 
"price monopoly", and so on. It is ignored to a large 
extent that were it not that the electric utility is a natura~ 
monopoly, the consumer would be subject to chaotic conditions~ 
to name one: in front of his house, instead of one set of 
poles, arms, braces, and wires, there would perhaps be four, 
five or more sets. Consideration is rarely given to the fact 
of regulation, whereby the price to be obtained for the pro-
duct is fixed arbitrarily by a conunission of the people 1 s 
choosing, and that the accounting records of any given 
utility are maintained in accordance with procedures establisbed 
by state and federal public service commissions. How many 
people realize the role of the Securities and Exchange Commisr 
sion as regards the issuance of stocks, bonds, and ootes? 
There is little wonder that whenever a given consumer or 
non-consumer becomes irritated at such a utility as Company 
"X", straightforth the appellation "monopoly" is aired. 
Along with the foregoing term, and almost 
6 
II 
instance, at least, it should beur1derstood that tnere is an 
iota of validity . ro industry - or not to be arbitrarily 
final - hardly any industry can refer to its past as being 
completely devoid of scandal and malfeasance . '.J.lhe petroleum 
industry , the railroad industry , the lumbering industry , the 
coal industry , and others that could be ment ioned, all have 
skeletons in the closet, skeletons which , if they could speak , 
could d'llell at len~th on abuses of the past . The privately-
owned electric utility industry is not the exception that proves 
lthe rule . The interlocking of directorates , the watering of 
I 
stock , hidden expenses, exorbitant rate schedules had their 
place within many or all sections of the industry at one time 
or another . Public policy (i. e . the Sherman nti -~rust Act , 
lithe Clayton Act , the Federal Power 1-1.ct , the 1-iolding Company Act 
of 1935) tog ether with the concerted action of enlightened mana 
1 llgement have all but eradicated the basis of this phrase , but 
!
b ecause it is easy to say and because it gains swift acceptance, 
11 power trustn lives on . This is stated very briefly and s impl 
to lay bare the fact that Company 11 X1t is often the object of 
!adverse publicity on this score as a member of an industry 
lwhich has not as yet throfn off the mantle of suspicion and 
is , even at the present time . , on the defensive . l1 
Company 11 ~: 11 is located i n a fairly well - devel oped 
i tdustrial cor1'11.Uni ty . .. e might inquire as to what effect this 
environmental condition has upon the Human Relations of the II 
utility . Industrial h istory as co n cerns t h is municipality does 
7 
not make pleasant reading. Until very recent tDnes, it was 
kno--f n as a one industry city, and it seems that from the 
inception of this one industry, the citizenry worked under 
comditions that were appalling - long hours, poor work i ng 
cinditions, child labor, evening work for women. somehow, 
people managed to exist, and with progres sive legislation , 
they were better fitted to do something in a concrete way 
about their lot. In this background, a natural distrust and 
II 
8 
dislike - yes, even hatred - of anything connected with the co cept 
of the management class was nurtured, and this fe e ling was not 
contained within the industry but somehow was applied to all 
owners of industrial property whomsoever they might be. 
Company 11X11 did not remain i mmune to this widespread a nd 
intense feeling. The attitude of the citizenry took a normal 
transition toward retaliation in the form of political action. 
en and women were elected to public off ice who had a backgrou d 
of fighting for the little man against the foes of bigness. 
Naturally, Company "xu was par ticularly vulnerable to attack I 
and received more of the counter-action than was merited on the 
basis of past performance. The conditioning effect of constan 
harangues against the wickedness of bi g business, absentee 
ownersbip, and po·wer trust took its toll in public opinion 
over the years. In the passage of time, even though active 
oposition still lipgers on in the political arena, the man-on-
the-street appear s to have adopted a non-sympathetic or apath-
etic attitude toward the local retail electric company. 
o rnent of the e ectric utilit 
industry took a variety of shapes and forms. From the time 
that a central power station was first conceived, it was ap-
parent that the over-all market for the product was not com-
prehended, possibly because of the cost factor. And so, 
operating companies covering large territories with transmiss~on 
and distribution lines did not coxre to pass immediately. II 
Generally, they started in a small way and gradually mushroomed 
through the process of consolidation. This was particularly 
true of New England, which · was one of the first regions to 11 
become densely populated and heavily industrialized. Compan~l 
"X" followed such a pattern. It had its beginnings in a com-
pany organized toward the latter part of the nineteenth century 
by a few well-to-do men for the purpose of serviqg a small 
group of custoJre rs. As the numbers of customers increased 
and the price for electricity decreased, expansion was neces-
sary to build added capacity and extend facilities to new 
customers. The original company was absorbed by a larger 
group of men, and in tbe process it lost its identity tem-
porarily. After various stages of reorganizations so as to 
be within the laws of the state, it emerged again as Company 
"X" into a sys t em of affiliated companies, the ma jority stockl 
of which was owned by a sub-holding company and subsequently, 
by the elimination of the sub-holding company, under the 
ownership of a central holding company. 2 
The various steps in consolidation, ac-
I' 
qui sit ion, absorption, and affiliation of small units by II 
======ll==~~er uni are not alwa s carried ~ut 
2 . Reference General Uotes - Item ttBn . 
9 
under the most harmonious conditions. Because of the large 
investments involved, the average consumer has a natural sus-
picion and fear of the power of bigness, and yet the transition 
from local ownership and local production to system-wide 
ownership and system production is the more efficient method of 
operation, allowing for better service at lower cost to the 
individual consumer. As the small operating company became 
one of many companies in a large network, and due to the fact 
that rapport was not established between management and oonsume~, 
suspic·ion and dis trust grew. The cry of absentee ownership ana 
power trust was grasped by enough people, persons who had the 
power and ability to mould public opinion, so much so that 
serious opposition built up in an attempt to impede what 
'I 
these individuals believed to be an invasion of an outside 
party into a concern of local_significance. For the most part, 
efforts were not organized - a speech made before the local 
city council, a bill submitted in the state legislature, a 
movement made by a representative in Congress to restrict the 
activities of the holding company, and so on. 
Against this opposition, very little 
was done constructively to temper public opinion. Instead, the 
campaign to defeat obstructionists was placed in the hands of 
an expert in the field of politics, who, by careful and delibe-
rate manipulations behind the scenes, managed to out down the 
size and strength of the opposition, under the proverbial mili-
tary stratagem of 11 divide and conquer". While this method did 
f a short. t. it should be 
10 
out that decisions were made primarily on the basis of person-
alities, men and women who held public office at a given time 
and whose public support was, for the most part, of short ·1 
duration. This type of so-called Public Relations failed in 
many ways. Firstly, it failed to take into consideration that 
the councilman or legislator of to-day may not be the council-
man or legislator of tomorrow. secondly, it failed to evaluate 
the fact that as individuals, these men and women, affected by 
circumstances of a dynamic kind, could be persuaded to join wit~ 
opposing forces and thus be able to inflict irreparable d~1age 
to such programming. Thirdly, this form of Public Relations 
was highly superficial and failed to get at the grass roots 
of the problem. Fourthly, it built up, on a cumulative basis, 
antipathy on the part of the group who clung to the idea of 
through the individual efforts of all the employees in the 
I 
I 
Jl 
11 
stated that employees would be inclined to carry their case to I 
their representatives when and if they themselves are convince 
of the goals of management. Inevitably, it seems that we II 
return to Personnel Relations as the crux of good Human Relati~ns. 
I 
The next logical step in the examination of -
background data, then, is that of examining the internal Publi 
Relations of Company 11 X". There are many indices by which 
employee relations can be measured. A study can be made of 
records of absenteeism and tardiness; these can be augmented 
by a study of the accident rate, of turnover both in relation 
to the number of employees leaving and the number entering 
over a given period. The numbers of transfers, demotions, 
and promotions blend themSelves into the study as do the num-
ber, character, and nature of grievances. The bare facts are 
that because of the absence of adequate personnel adminis-
tration, this data is non-existent. Thus does a blank spot 
project itself onto the scene, for, in Human Relations, the 
attempt is to gather all objective evidence. Nontheless, 
we must always stand ready to accept the fact that where 
important data is unavailable the search must lead elsewhere 
for clues that might shed light on the subject under inves-
tigation. It has been stated previously that whatever good 
or bad is to be found in Company "X", speaking now of Human 
Relations, can be traced directly and/or indirectly to the 
machinations of one individual who shall be referred to under 
the pseudonym of J.B. Babcock. It is not fitting to select 
12 
f j 
one man from among the many responsible for the humanics of 
Company 11 X11 , and attribute to that man either all of the good 
or all of the bad existent during his tenure in office and 
thereafter - this will not be done. What is to be noted is the 
powerful influence he exercised in this sphere. It should be 
further understood that for such a man to be effective, he mu~ 
have had at least the tacit approbation of those above him on 
the organizational ladder and he must have had, at least, the 
passive co-operation of those under him. 
J. B. was a member of the old school, the school that 
fostered individualism and paternalism; he was, in truth, a 
living example of a past era. He will be recalled in this 
paper as manager of Company 11Xtt. To delve into a brief history 
of the gentleman, Mr. Babcock was college educated. He first 
started out on a lifetime career teaching school, but he soon 
for sook this profession to enter the private utility business 
11 
,, 
as a pO\Yer sales engineer with a fairly .large firm specializing 
in the management of utilities. His advancement in the industrY 
was rapid, in fact more rapid than that of other men of equal 
or greater ability and intelligence. Certainly, f amily ties 
wh ich he acquired in the passage of time did not app ear to hurt 
his opportunities. At a reasonable youthful age, he was 
elevated to the position of manager at company "X 11 , which can 
be roughly placed about the beginning of ~orld /ar r. But, we 
want to know what sort of a person J. B. was. The writer 
fe els that there are perhaps few people who knew the man well 
13 
, Yet , if a person ' s character can be judged by his actions , and 
if his actions are but a reflection of the philosophy which an 
individual enunciates and takes to as a way of life, then we ca , 
make a justifiable analysis of our pr•otagonist. It may be wel 
to insert at this point that , in addition to his post as mana-
g er , J . B. was also somewhat of a personnel director or training 
director for a group of companies. 
To begin with , the man was authoritarian . He 
was the absolute power within the company not only as regards 
matters of policy but in every small detail of the company ' s 
business . An incident presents a graphic portrayal of this 
side of his character . An employee of the company was sent 
out on a service call, which apparently went amiss on a number 
of particulars , not altogether the fault of the serviceman . 
When the incident was made known to J . B., the employee in 
question was summoned i mmediate ly to the manager ' s offi ce. 
Here , he made the unfortunate error of beginning his version 
with the words , 11 •1 ell , Mr . Babcock, I thought that ••••••••••• u 
He never did finish the sentence . Instead , h e was told i n very 
strong and direct language that thinking was the prerogative of 
1 the manag er of the company, and his only . It might be said 
that the man had a narrow- minded approach to things . It was 
n ot uncommon for an applicant for employment to be requested 
to designate his (or her) religious faith as if it were a 
condition for employment . Or , take the case of Mr. Average 
Employee attending a social function (and there should be no 
I 
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distinction whether it be public or private) where said employ e 
might imbibe a number of drinks, mixed and otherwise, over and 
above his capacity. Beyond a doubt, this employee would be 
called "on the carpet" at an early hour the morning of' the 
following working day to give an account of' his (or her) 
actions. In return, the whole gamut of' activities applicable 
to the employee in question would be re-presented .in full 
detail, and in no couched terms, he (or she) would be told 
that in the future such activities would be curtailed entirely 
or employment would be terminated. 
Mr. Babcock did not participate in many social 
affairs, excepting those which he himself' directed, and yet 
he was able to describe in minute detail the actions of any 
given employee at any given function. How could this come 
about? The answer is obvious. The man had an espionage sys-
tern that perhaps rivalled the Gestapo or the NKVD. It is tru 
that many of his informants were known, but it is doubtful tha I 
they were all known, nor the extent of their operations, but li 
this much is certain, namely that these confederates were plac d 
in positions where information could be obtained when desired. 
In addition, it is also certain that each of these confederate 
carried on espionage on one another, .presumably vieing for a 
special place of favor with the manager. 
Whatever may have been predicated of' the man, 
surely liberalism was not one of' his attributes. Another inci 
dent is called to mind that might show up this aspect of his I 
personality better. Company "x", situated as it is in central 
~ 
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New England, is susceptible to all kinds of weather . Its Sprin s 
are brisk, cool, and rainy; its Autumns are usually fair aad 
ool; Its V1 inters are extremely cold with heavy snowfalls; and 
ummers are extremely hot and humid. One of the many rules and 
egulations of the company, in the period under discussion, read 
hat all male employees should at all times wear coats during 
orking hours - shirtsleeves were strictly taboo. Now, the men 
ho comprDsed the office force were able to live up to the 
principle excepting that on a hot , sweltering day in mid-summer e 
I 
estriction relative to coats was almost deliberate torture. 
ccordingly, a g~oup decided on the idea of wearing a smartly 
aundered linen coat, which could be cleaned at a comparatively 
mall cost, and it was thought that such a move was in accordanc 
ith timehonored customs. On the theory that J. B. was generall 
wnapproachable on such subjects, the men went ahead with their 
~lans. The linen coats were purchased, not without personal 
I 
acrifice, for it must be remembered that these were the lean 
l ears before collective bargaining when salaries were very low. 
wary a coat was ever worn - by direct edict from the office of 
~he manager. 
If his method of handling men was crude, his treatment 
f the female employee was not much better. Now 
( ustomary for J. B. To make a tour of the office building to mak 
cursory inspection of office personnel, at which time 
I nusual to single out a girl to be discharged, not that the girl 
inefficient, but perhaps simply due to the fact that the 
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she combe d her hair. These constituted suf f icient cause for 
dismissal. If one were to state that a person's life ceased 
to be his own upon entrance into the employ of Company "X" undeP 
J . B. 1 s r egime, the statement would not be too far from the facts. 
Take the matter of over-time pay - it simply did not exist. 
Any employee was subject to call at any time (morning , afternoo , 
or evening) without extra compensation. Take the matter of II 
vacations. Employees were told not only when they could take 
vacations, but, i n many instances, where they were allowed to g~. 
Wage rates did not differ according to job content but according 
to the individual employee. Promotions were given, presumably 
without too much regard for ability, intelligence, or length 
of service. On the matter of wage increases, given either 
individually or collectively, it was understood that the increa e 
was granted as a gift of management, rather than on the basis 
of being earned for services rendered, and it was not uncommon 
to have a conference oalled by the manager for t h e purpose of 
publicizing such increases, at which time it was necessary for 
each employee, as his (or her) name was read, to rise from his 
(or her) seat and express thanks for the consideration given. 3 
Collective bargaining made its entrance 
upon the scene toward the end of the period under discussion, 
with t he passage of the Natio nal I ndustrial Recovery Act (1933) 
which made collective bargaining a matter of public polioy. 
Because of Clause 8 ( the clause spe ·lling out the provisions 
for collective bargaining, which was not strong in that it 
allo_!l~any numbe r of loopholes i n the event that any given 
3 . Reference Cr eneral Notes - Item 11 c11 • 
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employer might choose to oppose the practice), unionization did 
not take hold at once. A small company union was formed at 
first, consisting, to a large extent, of the skilled manual 
workers. Because this group was sue cessful, and also due to 
the passage of the Wagner Act (1935), a few years thereafter 
the company union was disbanded in favor of joining an inter-
national brotherhood, and just about the time of the passing of 
Mr. Babcock, all company employees, excepting confidential 
employees and supervisory employees, had become unionized. 
It would be extremely unfair if we were 
II 
II 
to conclude this discussion of background data without making some 
mention of J. B.'s interest in promoting social events for the 
employees. At various times over the course of a year, be it II 
Valentine 1 s day, Hall owe 1 en, Christmas, and others, a 11 soc ial 11 
would be scheduled under the sponsorship of the company manager. 
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A committee would be named to draw up a program, to make arrangements, 
to account for admissions, and so on. It was strictly under-
stood, however, that J.B. would approve each move before the 
committee could act. Guests would be invited according to the 
selection of the manager. The finances involved came under the 
closest scrutiny. Employees were to enjoy themselves but not without 
formality. These affairs, perhaps, spelled out paternalism 
better than any other movement on the part of J.B. 
What is paradoxical in the man is the 
fact that he meant to be doing the right thing by his fellow 
employees. If we were to peruse some of his talks and treatise~ 
========~  PeP&enneJ~ba~~~~~~~=Uil=~~~ 
to make a n estimate of t ne person responsible for the ideas 
expressed, one would almost have to conclude that most cer -
tainly here was a man with progressive thought i n the field 
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of employee relations . It would be an impossibility to ratio -
nalize on the cause of the gap between thought and action wit ut 
having known our protag onist personally , a nd knowing h im to 
understand the complexus of factors brought to bear . A number 
of questions come to mind that deserve to be thought out . 
·:ias J . B . merely the victim of the times in Which he lived? 
.as the man suitably qualified for the position he assumed? 
:ere there pressures brought to bear by h is superiors t hat 
could not be over come and may have frustrated him? Given 
the same co nditions, would any other ~an in h is position act 
diffe rently? 
I n summation , the attempt has been to provide 
at least some background material against which can be measure 
Human Relations as they exist currently and which offer sug -
gestions for successful prosramming in tne years that lie 
ahead . Certainly , not all the ele ments of a Human Relations 
nature for the period under discussi on have been presented . 
Rather , those which are believed to b e of major importance 
in determining the reasons as to why things are as they are 
have been offered with the purpose of evoking some thought 
on the scope of Hunan Relations in one firm . Attent ion shoul 
be directed t o the nexus of the comtlunity industrial h istory 
and the firm ' s Community Relations . The relationship between 
II 
II 
I 
attitude of the general public toward the private electric 
utility industry is important. The history of social 
legislation as pertains to the industry, under the "New Deal", 
such as: the Bonneville Power Administration Act of 1937, 
the Public Utility Aot of 1935, the Rural Electrification Act 
of 1935, the TVA Aot of 1933, and many others warrant examina-
tion. In respect to Mr. Babcoak's administration alone, we 
might ask ourselves: "What is to be learned? Does his 
philosophy of handling people still live on? Does paternalism 
still exist? What progress has been made?" These are the 
thoughts to be carried over into the following chapters, and 
in the over-all survey of the inter-relation of the past, 
present, and future of Human Relations in Company "X". 
I' 
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PART II 
"Is Now •• ••••••••••" 
niS NO\T • ••.••••••••••• " 
(A study of Human Relations as these relations 
currently exist in their component parts . ) 
Community Relations: 
(a ) Attitude and Opinion Polls During '1!orld ~~ar II, 
top management became extremely interested, for one reason or 
another , in the attitudes and opinions hel d by people , in many 
of the territories served by local retail electric companies . 
A consultant , a specialist in the field of so c iometries , was 
called in to conduct a series of surveys on the various aspects 
of the relations between the adult g eneral public and the local 
companies . For the purpose of this portion of our analysis , 
our specialist shall be referred to as Mr . p . ' dthout a 
doubt , our specialist was top- notch; he knew his job well . 
He had a firn1 belief in· doing a thorough , complete , and ob -
jective poll . His· interviewers were selected only after the 
closest scrutiny , and a.very 0reat amount of time was spent 
in the indoctrination and training of the personnel vfuo were 
to do the field work . 
'l1he subject matter of the polls , as contained 
in the various questionnaires , was thought out both by top 
management and local management in consultation with Mr . p ., 
J but the phraseology , in reg ard to t h e individual questions 
of each survey, was left solely to the discretion of the 
specialist himself . In refining the questions and making 
certain of the wording, much time was spent in pre- testing . 
It should also be pointe d out that each distinct poll was 
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arranged so as to give no hint as to the originator, 
which was considered necessary in the obtaining of 
unprejudiced answers, and the results of each poll 
could be equally as beneficial to the phone company 
and gas company. Each territory was canvassed in 
turn, with a time lapse between polls. Returns were 
weighted and tabulated, and copies of these tabula-
tions were given to both local and top management. 
Insofar as Company uxu was concerned, the poll showed 
a fairly good public reaction to the manner in which 
the utility conducted its affairs, and no community 
sore spots were visible to any degree even though the 
poll did bring into sharp focus the apathy of most 
people toward the utility. 
~hen all local company territories 
has been canvassed as thought necessary, top manage-
ment was concerned with an over-all appraisal of the 
findings. In other words, it was thought best to have 
the statistical results reviewed and subsequently 
translated into readily understood terms. For the 
task, the writer working with Mr. P. was requested 
to undertak e the project of interpretation. It was 
no easy assignment, for as each survey progressed, 
Mr. p. aimed constantly at refining the questions, 
and in the process, it was concluded that respondents 
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were not answering the ori inal question. ~A=-l_s~o~,~n=o=t======~F========== 
j 
all questions or even identical questions were asked 
in all territories. Therefore, to arrive at and be 
able to back up a general conclusion on any one topic 
or group of topics proved to be exceedingly difficult. 
Three months of constant study of the data, included 
in some twenty surveys, produced a synopsis of find-
ings thought fairly invulnerable to objective criti-
cism. 
The findings, together with a gen-
eral sununary of results and recommendations based on 
the findings, were presented to top management in the 
for m of a sixty page repor.t.4 V ithin a short time, the 
report was mimeographed and distributed to local man-
agement, with a memorandum attached thereto, to the 
effect that the conclusions reached and recommenda-
tions given were the product of Mr. P. and the writer 
and did not constitute system policy. The question 
which naturally seems to take its place in the logical 
order next is simply: "What was accomplished as a re-
sult of t h ese surveys?" As of the present time, little 
has been ·done on a system-wide basis, but within vari-
ous retail companies, a variety of programs have been 
undertaken to bring about positive friendliness on 
the part of the consumer toward the local company. In 
Company "x", a start has been made, with the initial 
steps being taken in the sphere of internal relations, 
4 . Re ference General IJotes - Item "D" . 
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which w·ill be developed under the chapter headed , ''Employee 
Relations". 
(b) Charitable Organizat ions and Fund Raising 
Campaigns In general , Company 'txn limits company- wide 
activity to just two charitable drives for funds; the Ameri -
can Red Cross and Community Chest . Employees take part in 
both of these both as regards co~mittee and staff work . It 
should be added in passing that company polict is sufficiently 
flexible to allow for company contributions to other worthy 
causes, such as when a local philanthropic organization or 
hospital conducts a special campaign worthy of g eneral public 
support . It should be added that no publicity is given 
to company contributions for reasons best known to management . 
( c) Civic Officials The relations that exist 
between Company ''X", in the persons of executives , and civic 
officials are, to a large extent, in g ood stead . The 
exceptions are those public servants who believe in waging 
a never - ending campaign of opposition. There is agitation , 
from time to time, about a cinder nuisance created by a 
steam generating plant owne d by the company, and while some 
of this can be placed in the realm of sagacious politics , 
there is also some basis to tne contention that cinders accumu 
5 . Reference General Notes - Item "E: 11 • 
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late on paint and clothing in the neighborhood . There 
has been no recent strong agitation for the reduction 
of rates , although on the political front , charges 
that high rates are responsible for the exodus of in-
dustry from the area are frequently heard , and because 
they have been re- iterated and somehow seem to appea l 
to a fairly large segment of the voting public , it has 
been necessary for top management to step in and pub -
licly disprove such allegations . 
(d) J:mployment for the community To 
a great extent, the company attempts to employ men and 
women living within the territory served by the com-
pany . This procedure is looked upon with favor because 
of the security factor, so that even in a tight labor 
market , there are more than enough applicants for all 
types of work . recessarily , because it is one of many 
companies in a system, meaning that executives are 
rotated frequently , many in the local management do not 
necessarily live within the territory . 
(e) service clubs As in all l arge 
cities , there are many active service clubs: Chamber 
of Commerce, Rotary , Kiwanis , Lions and Exchange Clubs . 
It is policy on the part of management to take out 
memberships in all these organizations, which are 
equitably distributed among the executives , all of 
whom take an active part in the affairs of the re-
25 
spective clubs . ~hen requested , Company 11 X11 provides 
speakers , home service demonstrations , and other en-
tertairunent for programs in these various clubs . 
(f) ~mployee Participation in Civic 
Affairs At their own discretion , many employees have 
been noticeable active in community and civic affairs , 
and their activity reflects well both on themselves as 
individuals and upon the company for which they work , 
111 here such aff ilia tion is known . one employee was the 
motivating force behind the founding of a local 'Yodel 
Railroad Builders Association ; another took a comr1and-
ing post in the United Spanish .,Jar Veterans ; still 
another became prominent in the Benevolent and Pro-
tective Order of Elks , and so on . Any number of 
cases c ould be cited . However , the impetus for this 
activity does not e manate from the company b ut rathe r 
from the employees themselves . .lhether or not these 
employees avail themselves of these opportunities to 
further the prestige of the company is not known to 
the writer . 
Customer Relations : 
(a) Treasury Department One would 
hardly a s sociate the treasury phase of business with 
customer Relations , except where Credit enters the 
picture , but at Company ttxtt , it will be shown that 
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the fiscal department plays a strong role. There is, 
in the first instance, a Customer Relations Department, 
consisting of a supervisor and three clerks, which is 
set up on the main floor within each access of custom-
ers. For the most part, this small group is limited 
to bill complaints, and with the installation and dis-
connections of metera. Should a given customer have 
fault to find with an appliance, he (or she) would be 
referred to a member of the Commercial Department; 
should he (or she) have fault to find with company 
personnel, he might be referred to the Office of the 
Manager; should he (or she) have cause to complain 
about service, the service Engineer would have to be 
consulted. 
ithin the Customer Relations De-
partment, it should be noted that positions are bid 
off in accordance with the procedure of the labor 
agreement, but seniority takes second place to the 
factors of good appearance, tactfulness, knowledge of 
handling people. Since the problems brought to these 
men are primarily of the fiscal type, their problems 
are fairly well simplified. Generally, they do not 
possess any authority to revise customer's bills ex-
cept as to reconcile them with payments made and with 
the ledgers of the Accounting Department. As for meter 
connects and disconnects, they are more or less the 
II 
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liaison group between the Meter Department and the 
customer. 
In addition to this small force, 
there are also the Collectors, whose difficult task 
it is to contact those customers who are negligent 
in the payment of their monthly bills. The men who 
comprise this unit are well acquainted VIith the mani-
fold problems of a credit department, and most of them 
have years of service wi~h the company. There are also 
the meter readers, who pr.obably contact more customers 
than any other one branch of the company, but for the 
greater part these contacts are not developed and 
hence become i personal and abrupt. Inasmuch as the 
pay of the meter reader is not as great as the pay of 
men in other departments, and because there is very 
little · opportunity of advancement within the group, 
the meter reader generally regards his job as a stepp-
ing stone to better jobs within the company. The sum 
result is that there i~a fairly high rate of turn-
over - a fact which might well be placed on the nega-
tive side of customer Relations. 
Not to be overlooked are the Cash-
iers, who also contact, on a person-to-person basis, 
a very great many customers, customers who drop in at 
the main office to pay a monthly bill. Young girls 
comprise this group, and they are selected because of 
28 
their appearance, common sense, genial personality, 
and general tactfulness. The turnover, again, is 
fairly high, yet, in this instance, it is doubtful 
that relations between the company and the customer 
are hurt thereby. Whether or not this contact can be 
developed to the extent of i mproving customer Rela-
tions to any great extent is debatable; it would seem 
more likely that the improvement would be brought about 
by the betterment · of the physical surroundings aimed at 
making the payment of the monthly bill an easier task. 
To the point that this is true, Company "xu has done its 
share through the installation of new fluorescent light-
ing, new tile flooring, neat and tidy appliances, new 
cashier desk, and new merchandise counters. Before 
leaving the Treasury Department, mention should be 
made of the ttturrettt, which is generally considered 
as the telephone contact between customer and company. 
The girls who comprise this small force give ear to 
and settle bill complaints, a task large enough to keep 
two girls busy throughout most of the eight hour day. 
Most complaints are solved in this manner ; the few 
remaining unsolved are turned over to company personnel 
in whose province the specific complaint should fall 
for final settlement. 
(b) The commercial Department goes hand 
in hand with the Treasury Department in contact with 
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the public. This department boasts of a Home service 
Section, whose principal function it is to get people 
to like the type of appliances sold by the company, 
and whose secondary function it is to get people to 
like t he company by giving cooking demonstrations be-
fore civic and social groups, a nd by conducting cook-
ing school in a hall specifically designed for this 
purpose. There is also the JF erchandise Sales Section, 
wh ose principal function it is to sell appliances for 
the purpose of building load, and whose secondary func-
tion it is to build dealer co-operation and good will 
and build customer good will. The quality of the 
appliances themselves merits attention. Before an 
appliance can be sold by the company, it must undergo 
a rigorous test at a central laboratory; then, pro-
viding it pas ses the tests put upon it, it must be 
further passed upon by a central Merchandising Commit-
tee. The sales force is composed of youth and age -
at this writing, however, many of the experienced men 
have looked elsewhere for a livelihood, principally 
because t h e remuneration is not sufficient, and be-
cause the opportunities for advancement are slight. 
The salesmen are generally not of the high pressure 
type, but are more conservative in their search for 
sales, a factor which should be placed on the positive 
side of customer Relations. 
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Along with this section is the 
Appliance service Group, which was formed on the premise 
that it is good business to service all appliances sold 
by the company. 'l'he men on the force_, although unionized, 
are selected not so nmch on grounds of seniority as on ·I 
the. basis of tactfulness, politeness, and technical 
ability. Relatively speaking, there have been very few 
complaints either of personnel or work done by this 
force. The turnover, here, has been light due to the 
fact that the pay is fairly good and also due to the 
fact that the men act mostly on their own initiative 
without any close supervision. The avenues for advance-
~ent are narrow, but this is accepted as part and parcel 
of the job itself. 
(c) The Powe~ Sales Department deserves 
mention in passing , for it is this department where 
falls the man on the farm, the restauranter with elec-
trical cooking appartus, the industrialist who depends 
on Company "X" for his power needs, the storekeeper in 
search of adequate lighting, and the civic official 
concerned with street lighting. Mainly, the personnel 
of this department have an engineering background, and 
yet they are men who are persuasive enough to sell a 
distinct service of the company. The attempt is made 
to train all the sales personnel in all phases of power, 
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lighting , farm service, commercial heating, commercial 
cooking, rates, and industrial assistance. In actual 
practice, each takes to himself a specialized field 
assigned to him as his sphere of responsibility, which, 
while it does pose certain drawbacks, allows for a con-
centration of knowledge upon which the customer concerned 
can depend. Thus, the lighting engineer attempts to 
survey the entire lighting field in all its ramifications. 
As a group, the turnover is almost negligible, for 
salaries are commensurate with responsibility, effort, 
experience, and education. Because of specialization, 
the men act without technical supervision and, to a 
great degree, without too much direct supervision of 
any type. There has been a noticeable tendency recent-
ly to replace retiring sales engineers with young 
college graduates, a move which has many implications -
to name one, that it closes another door through whi-ch 
employees of the company may hope to enter in their 
search for an objective in their business-life world. 
( d} There are other points of contact. 
The telephone operator, who answers all in-coming calls, 
certainly has an important place in our appraisal. The 
displayman, who is constantly re-arranging windows and 
displays for maximum effectiveness is creating a favor-
able atmosphere for sales. The personnel of the Meter 
Department, in whose hands is placed the initial meeting 
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and/or the final meeting with a given customer, warrant 
a place in the over-all appraisal. The linemen, whose 
daily work in provid1ng continuous, uninterrupted service 
to the consumer, have their place in the study. These 
are the employees on whose shoulders rest the Customer 
6 
Relations of Company "x". 
Employee Relations 
(a) The most logical method of commencing 
a di 5cussion of this phase of Human Relations is probably 
that of presenting a brief analysis of Personnel Adrninis-
tration. Succinctly, this branch of the company's internal 
structure is not well organized. \Vhat are some of the 
reasons? Firstly, there is no one department set up to 
handle this vital function; instead, it is one of the many 
responsibilities of the chief executive. At the present, 
this responsibility has been delegated. To one executive, 
as one of his tasks, is given the responsibility of inter-
viewing prospective applicants for positions in the company, 
but his authority in placement is limited to those depart-
ments over which he holds direct line supervision. His 
job, in regard to placement, usually begins and ends with 
the pre-employment interview although his recommendations 
hold weight. An applicant for a position will be inter-
viewed again by the head of department where he is best 
fitted or where there is a vacancy, and the department 
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head has the authority to complete the ~lacement process.====~========= 
6. See General Notes, Item (F). 
With the possible exception of his 
immediate supervisor or his Department Head, there is no 
one person in the organization to whom an employee can 
turn for counselling on possible job transfer, domestic 
problems, and other problems that are of a personal 
nature. There is, however, a second executive working 
not out of management but, out of the Treasury Department, 
to whom unofficially has been delegated a number of tasks 
in this field, among which are introducing certain new 
employees to executives of the company, distributing 
literature in the sphere of Human Relations, assisting 
in giving a helping hand to employees in locating liv-
ing quarters, and other such work. To an extent, he 
also carries on exit interviev ing, but again strictly 
unofficially, and it should be noted that there are no 
exit interviews as such. Because there have been no job 
descriptions and job analyses undertaken, there is no job 
evaluation program or merit rating. Promotions are seem-
ingly handled on the basis of private conferences between 
department head and company manager. More often than 
should be the case, those who are less qualified for ad-
vancement seem to get the nod, while those with good records 
and possessing good team spirit, ambition, and initiative 
are held back. This type of road block has resulted in 
frustrations, which lead to a breaking down of company 
morale and which do not contribute to a healthy climate. 
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To make the above point clear, the reference is to those 
jobs which are outside the sphere of collective bargain-
ing - promotions within that framework will be dis-
cussed later under "Labor Relations". 
While there are no records to sub-
stantiate the statement, from personal observation, 
turnover is greater than is desirable, particularly 
among the supervisory, white collar class, which is due 
in part to the ambiguity of the promotion procedure , 
but due in greater part to an apparent disinterest by 
management in the goals of this group of employees. The 
grievance machinery is not open to the non-union employ-
ee, nor is the non-union employee who feels that he should 
terminate employment with the company asked the "whyn or 
"wherefore" of his going . Accordingly, there is a feel-
ing, fairly widespread, that management has but little 
concern in filling job assignments with personnel in 
whom management might take a de gree of personal interest. 
Company 11X11 boasts of the number of anployees with long 
service, the average length of service probably close to 
fifteen years. This is a creditable record. However, 
this in itself is not an indicator of job satisfaction, 
even though lumped together with other factors, may point 
that way . In this instance, it is thought that the 
n sec uri tyn angle is the proximate cause. In the electric 
utility industry, there are very few lay-offs and dis-
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charges, even in times of recession or depression. 
People always need electricity. Hence, the great bulk 
of people who look to ste dy, year after year employment, 
and who can accommodate themselves to the work, are 
7 
easily attracted to the utility industry. 
From what has been said in the fore-
going passa ~e, it should not be concluded that the personnel 
relations are in somewhat of a chaotic state. They are not. 
The attempt has been to show up some conspicuous flaws that 
stand in the way of making Company ttxtt a smooth functioning 
organization. 
(b) In conjunction with personnel administration, 
monthly supervisor's meetings are held in the company 
asembly hall, where talks on topics of current interest 
by members of management, by department heads, and by 
supervisors themselves are given periodically. These 
meetings are conducted, for the most part, as _lectures, 
rather than as round table discussions. one of the primary 
reasons behind the establishment of these monthly get-together 
was to promote open discussion from the floor. This has 
failed to materialize, because (1) the employees have not 
entirely forgotten a former era when the opinions of employees 
were very definitely discouraged; because (2) the supervisors 
feel that they cannot let off steam in t~e presence of 
department heads and other members .of management; and be-
cause (3) they have not been convinced that their 
7. See General Notes, Item (A). 
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policy. 8 
(c) 
if accepted, would be adopted as company 
There have been initiated also group 
meetings, a move made by the central office, in an attempt 
to re-vamp the supervisor's meetings as they are present-
ly constituted, and this revision is in favor of smaller 
groupings of supervisors who have a direct or indirect 
contact with the public. At first, only those who had 
a like contact with the public were brought together, 
and subsequently other groupings were made along other 
bases of contacts. As now organized, there is to be no 
limit on the topics brought up for discussion , whether 
the problem have internal or external significance, but 
it has been agreed that a two-thirds vote should rule on 
the selection of subject matter, a move made to relegate 
those topics of lesser importance to the background. Be-
cause it is an innovation, these meet ings have moved along 
very slowly. ~ile neither management nor department heads 
sit in on these meetings , manage~ent has selected are-
presentative who attends each meeting, and a report is 
made by management through this representative to the 
central office on the general discussion and on recommend-
ations voted on by the group. It is not known at this 
writing what will result from these reco~mendations or 
from the meetings as a whole, but the suggestion has been 
offered that all recommendations of the individual group 
8 . See Jeneral Notes , Item (G) 
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meetings should be reviewed by an authority who has the 
responsibility of revising policy (whether that authority 
be the manager or the board of directors) and that a 
written staten~nt should·be returned to the group accept -
ing or rejecting certain proposals , along with the reasons 
for the action. 9 
(d) In line with Personnel Relations , train-
ing courses have been instituted in Company 11 X1', with a 
tv-10 - fold purpose in mind , name ly the development of em-
ployees to become better qualified for the positions 
which they already hold , and to assist employees in be-
coming qualified for other positions that entail more 
knowledge and greater responsibility . Specifically , 
the courses have to do with the various phases of the 
company ' s business . Hence , the course in Accounting , 
while dealing in the rudimentaries of double - entry 
bookkeeping and accounting practice , would also deal with 
the uniform systems of accounting as laid down by the 
Federal Power Cormnis sion and the Department of Public 
Utilities . The training program has been set up only 
within t~e past two years , and it should be expected 
that there will be some shortcomings at the start , but 
for the most part, courses are both interesting and educa-
tional . Classes are held one evening each week for two 
hours , usually at the company ' s a uditorium , and the in-
struc tors are either sys tern men or company men , who hold 
9 . See General Notes , Item (~) 
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a degree from an accredited college or university in the 
specific field for discussion. The company assumes all 
costs entailed in the program, excepting the cost of 
text books a nd notebooks, which interested employees 
purchase at a discount rate through the company. Class 
attendance is kept and records are maintained; in most 
courses homework is assigned, and it is expected t h at 
students will keep up to date with these assignments. 
Upon termination of the course, a certificate of ach ieve-
ment is presented each student, providing that the minimum 
requirements of attendance and work have been met. It is 
not known to the writer whether or not a record is main-
tained of courses completed, but it is likely that some 
type of file is set up for this purpose. 10 
(e) Along diverse lines, a student training 
Erogram has been initiated on a system-wide basis for the 
purpose of providing "a group of carefully selected young 
men to be trained in utility work and given an opportun-
ity to fit themselves for advancement to positions of 
res ponsibilitt'. The course is flexible extending from 
one and one-half years to two years, and the student is 
trained in all ph~ses of utility work: Production, sales, 
Transmission, Distribution, Treasury, and so on. ~.1 ost of 
the talent are college graduates with majors in Engineer-
ing but there are also students selected from personnel 
of system companies. The salary of the beginner is fair, 
1 0 . see Ge ner al 1if ote s, I t em ( E ) 
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comparable to salaries in other companies where similiar cour-
ses have been established. Every attempt is made to move the 
trainees from company to company through each phase of the 
course so as to allow them to become acquainted with the net-
work of companies. 
Whether the program is on a sound basis or 
not is difficult to estimate. The chief shortcomings seem to 
be (1) with the absence of a central personnel department, ther~ 
is no definite placement for trainees upon termination of their! 
course; (2) lack of proper personnel organization has discouraged 
many of the candidates, most of whom loOk toward the ~ture 
rather than toward immediate placement; (3) the men and women 
who have worked their way up the ladder through the years find 
the better jobs going to these novices; (4) the training is not 
well co-ordinated, not that it is slip-shod or haphazard, but 
the general feeling is that much more could be obtained from 
the course than there is at present. Many rough edges are in 
need of rounding off. (This condition seems to be in the 
betterment stage at the present time.) 
(f) For the purpose of eliciting suggestions, 
criticisms, and comments from employees of system companies, 
there is established a Suggestion Box. Interest is kept 
alive by monthly suggestion blanks that are both colorful and 
poetic, and through adequate publicity in the monthly house 
organ. There is a permanent secretary (assisted by a small 
staff) heading up a central suggestion committee, which 
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committee, comprising men from the many system companies, 
sits in and passes on these ideas and suggestions. Those 
which are accepted are rewarded in cash, and those which 
are rejected are returned to the suggest or with the 
reason for the rejection. Sixty days is the limit that 
the committee may hold a suggestion without action, and 
the employee may inquire about the progress of his {or 
her) suggestion while it is being held for consideration. 
( g} In an effort to effectively pass in-
formation downwards, there is a house organ, which has 
been published for as long as there has been a system 
on a monthly basis, and which is distributed to employees 
by direct mail. This magazine is a fairly well-rounded 
out publication, with its announcements of weddings, births, 
and engagements; stories of activities within the local com-
panies; reporting work by company correspondents; a woman's 
page; pictures of employees at work and at play; and many 
other features of general interest. The entire cost is 
borne bU the local company on a proportioned basis, and 
each employee is encouraged to submit articles for in-
sertion. Classified advertisements may be printed without 
charge. All in all, the organ is doing the job intended; 
perhaps it could be improved upon _but it would take some-
one a bit more skilled than the writer to do so. 
(h) In the same vein of thought, there has 
been issued within the _ past few years an employee handbook , 
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a booklet Which was distributed to all employees, contain-
ing some very informative and helpful data. Within its 
covers are written much of system policy and procedures, 
and the wording used is not over the heads of the average 
employee, being set up purposely this way. Each section 
is of general interest to all employees, and it contains 
many of the answers that were in the minds of the worker. 
Because it is bound, it is not a flexible instrument, and 
in the event of revisions the entire booklet would have 
to be re-printed. How often it is referred to by the 
average employee is anyone's guess, but chances are that 
it is employed whenever a doubt or issue arises over com-
pany policy, or to be more correct, system policy. 
(i) In the case of supervisors, an addition-
al effort is made to get information promulgated, by means 
of: (1) the Daily News Digest, and (2} the supervisor's 
Manual. The first of these, familiarly referred to as 
the ttyellow Journal u and/or "The scandal Sheettt is sent 
daily to supervisors from the central office, and it con-
tains in condensed form news of general interest (excerpts 
from leading newspapers) on current happenings among the 
system companies and within the utility industry in gen-
eral. 
The second of these, the Supervisor's 
Manual, is of recent publication. Its physical appearance 
alone deserves commendation - the binder is a heavy duty, 
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loose-leaf, gold lettered affair of black leather. The 
sheets are replete with details, which spell out both 
system and company policy, practices, and procedures. 
orga~ization charts, union agreements, synopses of current 
legislation, information on group insurance, retirement 
benefits, accidents, , and other information too numerous to 
mention are found within its covers. The manual was deve-
loped at a sizeable cost per supervisor to the local company, 
and it appears to have met a very real need, in that it 
presents, in digest, most of the answers to questions which 
are asked of foremen and supervisors in the course of their 
daily work. The data is kept current, with most of the 
changes emanating from the central office. 
There are shortcomings, and the chief 
objections can be narrowed down to the following: (1) the 
manual is too cumbersome, and consequently must be kept at 
a spot where too frequently it cannot be referred to in 
time of needJ (This objection has a very limited back-
ground, as most supervisors are able to have the manual 
close at hand.) (2) supervisors do not keep their manuals 
up to date, either out of indifference to the passing of 
information on, or simply because of a dislike of paperwork; 
(3) supervisors just do not have much use for them; (4) 
older employees have most of the answers at their fingertips; 
12 
new employees are answered without reference to manuals. 
12. See General Notes, Item (I} 
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·I ( j ) In reference to employee benefits, 
Company "x" supports a group insurance plan and a retire-
ment annuity program. The group insurance is supported by 
contributions from company and employee alike, and is pure-
ly voluntary on the part of the employee. It combines 
health, accident, and life insurance, and the premium is 
based on salary received. The retirement annuity plan 
is likewise supported by company and employee, with the 
company sharing the major burden of both the individual 
employee cost and the cost of administering the program. 
The retirement age is set at sixty-five years at which 
time it is compulsory to retire, but there are allowances 
for retirement under this age. As yet 1 though the attempt 
II has been made to place both of these under collective bar-
gaining, to date these efforts have not been successful, 
principally because the unions have not pressed the issue 
too strongly, and also due to the fact that the effect of 
the Inland steel case 1Kas not been fully realized. 
(k) Accident prevention has played a strong 
role in the sphere of Employee Relations for quite some 
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time, and it will perhaps continue to receive strong employ-
ee support, for it is one area in which both employees and 
management stand to gain, depending upon the success of the 
program. There is a central Safety Committee and Safety 
Manager; there is also a Safety Committee and Safety Super-
visor locally in Company "x". The theme of "safety" re-
==9F==--==----:_ __ 
13 . In re: Inland steel Company, 77 HL BI , enforced 
170 F 2nd 247 (7th Civc . l948), cert . de nied 336 
vs 960 ( 1949) . 
ceives emphasis on billboards, through educational lit-
erature, through October No -Accident Campaigns, through 
the monthly house organ, through a system news digest, 
and through management. The only drawback to the over-all 
programming is the failure to distribute to union repre-
sentatives responsible roles in the administration of 
accident prevention. 
(1) As a measure for rewarding employees 
with some form of recognition for long and faithful ser-
vice, service pins are presented for each five years of 
employment either with company ttxtt or in combination with 
service in any of the affiliated companies. Up to the 
twenty year pin, the presentation is made to the employee 
by the department head; beginning with the twenty year 
pin, a little more is made out of the ceremony, and it has 
been customary to hold a dinner at a nearby eating estab-
~1 lishment, and there, with local management present, and 
most likely, representation from both district and central 
offices, awards are made to deserving employees. In the 
past, this custom has been adhered to in form only. That 
• is to say, a dinner would be held and the pins would be 
II 
given out, but the awards vere as if they were mechanical 
gestures, most often with no words of appreciation for 
services rendered over the years. It would appear that 
this one activity could be more than improved upon, and 
should be so as to let the individual employee know of 
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management's interest in him as an individual. 
(m) Turning lastly to employees' activi-
ties, we come to a neglected phase of Employee Relations. 
There are three active organizations for and by employ-
ees in Company ttxn, to wit: the Girls• Club, the Bowling 
League, and the Credit Union. The first of these was 
formed for the purpose of getting the female employees 
together on an informal and social level. The Club 
sees to it that occasions such as weddings, engagements, 
retirements of the fair sex are remembered. A number of 
social programs are sponsored periodically both for club 
members and for all company employees, and such affairs 
are generally considered to be successful, financially 
and socially. The bowling league consists of two divi-
sions; the inter-company league and the intra-company 
league (between departments), both of which contribute 
to the social well-being of the interested male employee. 
The third group is the Credit Union, a unit set up to 
cater to the financial needs of employees. Its semi-
annual get-togethers are a combination of business (in 
the election of officers and the transaction of necessary 
business) and pleasure (supper and dance). The credit 
union is sponsored solely by employees, and it carries on 
its business in much the same way as a banking institu-
tion would, but with less formality and less "red tape". 
From time to time, the many departments of the company 
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sponsor "socials" for employees of a specific department, 
and, in like manner, the union locals also program activi-
ties, which, while they are open to participation by the 
entire working force, usually have a very limited appeal. 
The attempts to organize activities and programs on a 
company-wide basis have been few, and because of this, 
the writer feels that the failure in this area is in 
effect a failure to develop t he spirit of teamwork and 
co-operation, which is sorely needed, especially so at 
a time when the private utility industry, with its back 
to the wall, is trying to ward off the encroachment of 
public power, which is tant amount to socializing the in-
dustry. 
Labor Relations 
(a) At present, and over the past few years, 
Company "xu has had collective bargaining agreements with 
three locals of the International Brotherhood of Electrical 
~orkers, an A.F. of L. affiliate. One local represents 
members of the commercial Department; another rep~esents 
employees of the Underground Distribution Department; 
and the third represents the employees of the remaining 
departments. Relations between the three locals and 
management may be said to be harmonious. By this, the 
writer does not imply that the business agents feel free 
to mingle with management socially, but it does mean that 
when a local, in the person of its business agent, wishes 
:I 
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to discuss a matter of relative importance, the executive 
who is given the responsibility of settling local labor 
problems generally will go out of his way to agree on a 
time convenient for the union representatives. Also, in 
discussions that ensue, there are no overt tensions and 
feelings, but rather the pro's and con•s of a given issue 
are debated in moderate language, which is indicative of 
matureness on the part of both labor and management. It 
might be well to insert at this point that the executive 
designated for labor relations is a person, separate and 
distinct from the executive responsible for placement and 
the supervisor delegated to carry out much of the Human 
Relations progranrning. 
The union agreement spells out many 
controversial points, and the language of the agreement 
is not stilted or too legalistic, nor are the provisions 
so numerous as to make the instrument rigid and bulky. 
It is flexible, benefitting both parties. There have been 
many items which have been requested by the union, items 
which have not been bargained for but have won the approval 
of management and have become a matter of policy - these 
are excluded from the written contract. Management has 
stood by these unwritten provisions (e.g. sick time pay), 
and the current thinking is to let these remain as is. 
There are 1tunion shopsu with all three 
locals, and they work aut very well. There has been no 
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i'l'lpetu s for a n closed s h op 11 o n the part of labor and no 
mo ve for a n 11 open shopn o n the part of management - both 
parties look with favor apparently on the present arrange-
ment . The provisions with all locals are approxi mately 
ident ical , and the agre eme nts , along with subsequent 
a mendments are usually effective for the duratio n of the 
calendar year . Actual negotiations for a mendi ng the 
agr:>eements commence on or about october lst , when the 
various business age n ts notify management that the unions 
intend to propose a number of amendments to be bargained 
for at the expiration of the current agre eme nts . These 
letters are followed by a second group , which itemize the 
proposals . ._ anageme nt , i n turn , peruses the proposals , 
collects the ne cessary data for barga_ining , and subseque nt 
ly desi gnates a time and place for negotitations . 
Local manageme nt may settle those 
points which have no effect whatsoever on what affiliated 
companies do . For example , if the rate of pay in a certai 
job classification were lower i n Company ''xu than in ttyu 
and 11 Z11 , then an adjustment could be made and wr itten int 
the contract . On proposals with a system-wide sig-
n ifican ce (e . g . a proposal for a general wage i n crease) , 
such are referred for settlement t o the Labor Relations 
Dept . of the home office . 
Local negotiations are of short dura 
tion , with very little 11 give ard taken . A proposal may 
latter case it is laid 
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aside, or the proposal is hazy, in Which case it is clari-
fied for acceptance, rejection, or is referred to the 
grievance machinery. If a proposal, even though local 
in nature, should prove too tough to handle because of 
a wider significance attached, then, this too is referred 
to the central office. In the usual sequence of events, 
the union demands much more than it expects to receive. 
The company is aware of this, and consequently their 
counter-offers are much less than they finally intend 
to accede to. 
As negotiations go on to the central 
office, there is no distinction made as to what are the 
basic issues and which are the fringe issues; this dis-
tinction comes about quite naturally, depending upon the 
insistence of union representatives on certain issues. 
There are compromises on both sides, and in the final 
settlement, generally each party feels that the results 
were arrived at fairly and equitably. Those demands 
which fall by the wayside in the course of debate can be 
categorized as follows: (a) those which are more adequate-
ly settled under the machinery for settling grievances, 
and (b) those which, while classified as a current pro-
posal, are recognized by company and union alike as be-
ing talking points for current purposes, and which are 
mutually agreed to for deferment. In all probability, 
the methods and techniques used do not differ essentially 
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from those employed elsewhere across the bar gaining table , 
but they are presented for what they are worth . 
(b) ~mployees , classified as confidential , 
are not bargained for , nor are supervisors under the Taft -
Hartly Law . anager1ent makes the classification of what 
constitutes a confidential employee , and though the union 
has , on occasion, attempted to bargain for some of these , 
it is a stand from which management shows no evidence of 
withdrawing . Included in this classification are sec-
retaries , ster1ographers , and assistants who handle corres -
pondence and reports of a restricted nature . Their number 
are not ,_;reat . 
Among the supervisory group , it is not 
known definitely whether , as a group , they have pro- union 
or non- union tendencies; that is to say , given the oppor-
tunity under law to bargain (i . e . a law which would pro -
vide the11 with protect ion before the 1 LRB) , whether they 
would choose this course or r emain as a arm of management . 
There are some supervisors who are union- minded , and they 
might attempt to organize fellow supervisors if and when 
the Taft - Hartly LaW should cease to exist . At present , 
most supervisors are open- minded on the subject . Ma nage-
ment has not as yet convinced them , that they are in fact 
members of the manage nent t e am . s a group , they are will -
ing to be shown , but it is unknown how long this situation 
will remain because of the agitation by the big unions 
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and by the Foreman ' s Association of America to have that 
part of the T- H Law repealed so as to afford foremen with 
protection under collective bargaiLing . Perhaps , a dis -
tinction should be made concerning the supervisor , for 
there are two types: the white collar supervisor and the 
working foreman . nile the white collar supervisor is 
not convinced of management ' s aim , still they are very 
likely to be cautious about unionization . This is not 
true of the working foreman , and more than likely , if 
the move~ent for unionization was widespread , he would 
join Yvi thout too much hesitation . 
( c) In concluding this passage on Labor 
Relation, a word should be said about the promotion pro-
cedure for union employees . In part , the union agreement 
reads as follows: 11 Selection of employees for promotion , 
demotion , or furloughing because of reduction in forces , 
shall be based on the follo ~ing factors : length of con-
tinuous service , training ability , efficiency , physical 
fitness , and place of residence . henever all factors 
are relatively equal , length of continuous service shall 
g overn . 't promotion is , for the most part , dependent upon 
seniority With the c ompany , and to this end , rosters are 
compiled listing all union employees by classification, 
date of first emplo~nent , and date of presen t job assign-
ment . These rosters are in the hands of the business 
agents and management . If an employee with seniority is 
52 
I 
II 
considered by management not fitted or not ready for 
advancement to the next higher grade, a conference is 
held with union representatives on the merits of the 
case. A decision, however, is not made usually until 
the respective business agent and union officials have 
had the opportunity to air the matter on their own. They 
might well insist on promotion for the senior employee; if 
management agrees, the agreement is usually with the provi-
sion that should the employee be proved not qualified in 
the position within a certain time limit, he will then be 
replaced by the next qualifying man. Management regards 
promotions to the supervisory level as one of its pre-
rogatives, but even in this instance such moves cannot be 
made arbitrarily, and the feelings of union representatives 
are taken into consideration oftentimes.l4 
Publicity and Press Relations 
(a} The relations between company "x" and 
the local metropolitan daily could be properly termed 
"strained"; they are not good. The local tabloid 'li ill 
accept and publish any and all paid advertisements, but 
it is doubtful thatany publicity releases would be 
accepted. If there should arise a situation wherein the 
utility is a party (i.e. a light pole hit by a speeding 
motorist or a high tension wire loosened by an electrical 
storn), mention will be made of the repair by the company, 
14. See Ge neral otes, Item ( J ) 
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but not with praise for quick and efficient service. As 
a matter of fact, the paper will frequently go out of its 
way to criticize the company for one thing or another. 
There are reasons for this lack of good will. At one time 
in the not too remote past, there were two dailies serv-
ing the metropolitan area, one noticeable pro-Democrat 
and the other pro-Republican. For reasons unknown, most 
of the paid advertising from Company "X" went to the pro-
Republican paper, and in the course of time, this news-
paper went out of business with the result that the pro-
Democrat paper stands alone and can do pretty much as it 
pleases. The owners of the tabloid are rulers supreme. 
Consequently, there is a lack of any real co-operation 
with Company "X", and it believed that relations will 
remain pretty much this way until such a time as company 
management makes a determined effort to better these re-
lations, or until new management takes over the helm at 
15 the paper. 
(b) In the matter of advertising, Company 
"X" places paid merchandising advertising with suburban 
papers, which is considered good business even though 
readership individually and collectively is small. Rela-
tions with these newspapers are fairly harmonious, though 
it is doubtful that publicity releases are funneled through 
these channels. 
(c) company "X" takes part in various public 
15. See General Notes, Item (A) 
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relations and institutional advertising, campaigns, campaigns 
designed to win friends for various New England electric 
utilities and for a group of electric utilities on the 
national level. Advertising is carried in local newspapers, 
and Company "X" is the recipient of any good will directed 
toward the industry if such an intangible could be measured. 
The company also takes part in a campaign to attract industry 
to the region, but any benefit would probably be measured in 
terms of financial gain than in good will received, although 
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this point is debatable. "Reddy Kilowatt", the gremblin emp oyed 
to personify the electric utility industry, is used extensivel y 
in advertising copy and in display material as in messages 
to the consumer. Reddy works hard, but it cannot be expecte 
that people will warm up to an inanimate object to any con-
siderable degree. Reddy is a symbol, and it would seem that 
"John Doeu will take to the symbol only to the extent of his 
feeling toward the thing symbolized, namely the electric 
utility industry in general, or Company "x" in particular. 
(d) In addition to advertising, there is much 
done in the way of employee information as a publicity 
technique. It should not be necessary to repeat what has 
been said previously about house organs, safety news, handboo s, 
as their effectiveness has been appraised somewhat. In 
addition to these, there is other printed matter of interest 
to the individual employee, which received adequate and 
full distribution throughout the system. The new em-
I 
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ployee receives in portfolio form a glossary of electric 
terms to acquaint him (or her) with the language of the 
industry; a second booklet greeting the newcomer which 
adds a word of caution about accident prevention; a third, 
on the retirement annuity program; an annual report of 
the system; a road map, which affords geographical data of 
system property. From time to time, employees receive 
additional pieces of literature, such as: a speech of the 
president, suggestion blanks, and so on. All these are 
good , but how effective they are is something else again. 
•.lho is to determine this? InforJ}lation falling on deaf 
ears or uninterested ears is nil. on the other hand, if 
rapport has been established, this technique could prove 
extremely beneficial. 
Stockholders Relations 
(a) The stockholder relations of Company 
uxn can be summed up in a few words. While company "X" 
is one company in a system of affiliated companies, it 
does retain its own distinct corporate identity. A 
majority stock is held by a parent holding company, and 
yet a strong minority stock is in the hands of banking 
houses and the general public. Policy is established by 
the parent company through representation on an eleven 
man board of directors, a board which is elected each 
year. Five of the board are local business men , and six 
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are either system officials or company officials . Board 
meetings are held monthly in the office of the president. 
Company 11 Xu makes no informal contact 
with those in possession of minority stock, and there is 
no employee stock as such, but many employees buy company 
stock in the open market for income and investment pur-
poses. The official contact with the stockholders is lim-
ited to (l) a quarterly letter to the stockholder notify-
ing him (or her) of the quarterly dividend declared , and 
(2) the publication of an annual report, which is essen-
tially a Balance Sheet and a Statement of Profit and Loss . 
This report is not colorful nor is it designed for eye 
appeal but contains necessary information only, on the 
other hand, there is a system annual report published 
that is pictorial , informative and is definitely designed 
to acquire readibility . 
Conclusion 
The effort in this passage has been to 
present a glimpse of current Human Relations of Company ttxlt 
as can be observed by an examination of its various com-
ponents . What has been reviewed are those elements that 
are easily discernible, things that stand out either on 
the positive side or on the negative side of the over- all 
picture . More could be said without a doubt. Internal 
politics could be dealt with; the personality of prominent 
mis iv-
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ings and some conjectures. The writer considered it to 
be in good taste to forego the mention of such controver-
sial points, in the knowledge too that Company "X11 is not 
alone in these instances. 
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PART III 
"And perhaps shall be in future times." 
Blueprinting for the Future: 
II Thus far, what was co nsidered of much 
importance in the past in the sphere of Human Relations 
has been recalled, and the current status of these relations 
has been presented in greater detail to demonstrate the many 
ramifications of the problem at hand, and also to show the 
close nexus that exists between the past and present. 
These are the guideposts by which future planning must be 
established. The past is the teacher of the future. 
The way is not entirely certain, but this much is clear, 
that to plan for the betterment of Human Relations at a 
future date, one must organize the setting. It seems only 
logical that a good organizational background is a requisite 
for the proper growth and development of the intangible re-
ferred to as Human Relations. Now, it will be recalled 
that Company ttxu is one of many affiliated companies clus-
tered together in a system; it will be remembered as well 
that there is a central office whence emanates much of the 
system planning and policy making. Hence, it would appear 
to be rational that any attempt at organizing must be under-
taken at the top, and then spread downwards to permeate the 
entire system structure. 
Planning an organizational schema is not 
an easy task, because we are planning for people, and because 
people are involved, each step must be measured to insure 
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the maximum of benefits for th e greatest number. And so, 
we ask ourselves the all-important question: "Where do we 
stand?" We know from the public opinion polls that in 
many of the territories served by local retail companie 
our relative standings can be arrived at. e know of 
opposition from consumer and men in local government circles 
where increases in ga s rates have been requested. We 
know from recent election r esults th e fertile field for 
public power and the strong anti-private pow er entiJrent 
in many quarter • We do know tha t thou gh we do en j oy 
good press relations in some communitieQ that there are lmny 
more where relations are not so good. In short, we do know 
that more than at any time in the past, private power i~ 
under serious attack fro m all quarter , not excludi ng those 
who actually work for private power and tbe privately-owned 
utilities. 
The plain fact is that with technologi-
cal progress going alor.g in its course, rapid, swift, and 
oftentime reckle s, little or no accompanying progree 
has been made i r" the humar: element in business and indus try. 
Perhaps, this factor has been neglected because it was con-
s i dered relatively unimportant. The fact that it is very 
important, even of paramount importance, has been adequately 
demonstrated on the Continent where highly individualistic 
England has capitulated to Socialism, as have Germany 
( azi m), Spain ( Fascism), Russia (Communism), and so on 
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down the list. The fact that the human element is equally 
as important in the United States is evidenced from the lios 
• 
of management as well as from Labor. ir, Clarence Francis, 
Chairman of the Board, General Foods Corporation, bas stated: 
11 I am not ashamed to predict to you that the next age of 
business leadership will belong to those who count their 
success in terms of the greatest possible service to the 
greatest number of people. I say that the human problems 
of industry are the big problems and that they will not 
yield to techniques alone - important as they may be." 
Mr. Lawrence Appley, President, American ~~nagement Associa-
tion, is quoted thus: "That company which does not keep up 
with tbe modern methods of management in dealing with both 
human and physical resources will not survive." And so, 
it goes. Any number of key men in management, both in 
business and in industry, can be cited who have repreatedly 
emphasized the necessity of recognizing the mutlitude of 
complex human relationships and in bringing about their 
solutions. It cannot be over-emphasized. Mr. James D. 
Wise, President, Bigelow-Samford Carpet Company, says: 
11 It is not putting it too strongly to say that good indus-
trial relations and public relations are democracy's ticket 
to the last boat," 
Therefore , in a sense, the ideas pro-
posed in this suggestion are not so much those of the writer 
as they are the accumulation of many ideas from the lips of 
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men who have watched the passing parade over the course of 
their respective lifetimes. And what is the Human Relations 
picture as we find it in the system and in Company "X"? 
It might be apt if someone were to list the technical accom-
plishments in the system, make a second list of accomplishments 
that involve people, and then make a comparison of the two. 
It behooves one to compare the programs of major construction 
over the years, such as the building of new hydro-electric 
dams and new high pressure sterun generating plants, with 
like programs aimed at the progressive betterment of the 
human element. In this way, we can learn where the needs 
lie. 
In the utility industry, (and this is not 
peculiar to the utility industry) there is naturally much 
concern over tangible things. This must be necessarily. 
Before the building of a sub-station, plans will be made for 
a suitable location in accordance with a determined load 
center; the size of the structure to house the necessary 
equipment must be considered; blueprints will be drawn up; 
specifications of material and equipment will be submitted; 
orders will be placed; and the actual construction will be 
followed from start to finish with close scrutiny. It might 
I 
.I 
I 
I 
I 
be said, then, that engineering is an exact and concise science• 
More than likely, Human Relations is not a II 
I 
science at all. If an adequate term need be applied, it per-
haps is a type of operative philosophy, but in any event, there 
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are no general principles defined. Some have attempted 
to put into writing general axioms of Human Relations, only 
to admit thereafter that those factors which govern tbe human 
element, for the most part, are constantly changing. 
Accordingly, it must be appreciated 
what Human Relations means, what it is trying to do, and why 
it must be done. Mr . Channing R. Dooley, Industrial 
Rel ations 1anager, Socony-Vaouum Oil Company, gives us the 
"whyness", when he states: "Labor and management must make 
this present system work if we are to save civilization 
and save ourselves." I t would seem ·from what has been 
said before t hat the biggest job in determining the organiza-
tio r.al pattern is that of presenting a suitable framework 
within which employees could be persuaded to feel that they were 
a significant part of a team. It could be stated that 
employe e relations forms the basis of Human Relations, and 
that the goodness or badness that can be predicated of tm 
first can, in the same proportion, be predicated of the 
second. In point of fact, Ge neral otors, in its employee 
handbook, makes the blunt staterent that "employee relations 
is the keystone of t he company's public relations." 
Good Human Relations, then, is a syn-
thesis of good Personnel Relations (or Employee Relations) 
and good Public Relations. It is on this basis that the 
following blueprint is offered, which is frankly a suggestion 
for the revision of thinking and a revision of system 
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organization to make certain of a Human Relations program 
worthy of the name. The organization chart is self-explana-
tory, but the functions applicable to the many boxes of the 
chart are spelled out in the pages that follow. 
Central Human Relations Committee: 
Rather than having one individual 
responsible for the direction of Human Relations policy, 
it would be consistent with the democratic process to have 
a central comndttee formed in whose hands would be placed all 
suggestions, questions, and problems that have to do with 
Human Relations policy. New England Telephone and Telegraph 
Company has this type of committee at the top level, labeled 
Central Personnel-Public Relations Committee, which functions 
in much the same manner as this committee would. 16 The flow 
of communications to this body would be through the staff 
via the Director of Human Relations and through the Human 
Relations Advisory Committee. 
Human Relations Advisory Committee: 
As the name implies, this committee 
would sit in on Human Relations as an advisory board to 
the Central Committee. Its function would be to elicit 
improverrents in the area of Human Relations, as suggested by 
company managers a r: d di stri at managers, and whi ah they have 
in turn have obtained through g~oup meetings and supervisors' 
meetings. Perhaps, those suggestio ns which have purely 
16. "Public-Personnel Relations Program", 1947-1948, 
New England Telephone and Telegraph Company. 
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local s~nificance could be acted upon locally, but such 
suggestions that have more than local significance should be 
funneled to the Advisory Conuni t tee. It would not be the 
responsibility of this committee to act on such problems, 
but rather to discuss the pro's a nd con's and pass on written 
recommendations to the top board. In any event, all sugges-
tions, problems, and questions, whether they have been acted 
on locally or not, should be thus processed with an approp-
riate notation of action taken. 
Group eetings - Local Companies: 
s they are presently constituted, these 
group meetings comprise the supervisory staff but the y should 
not be limited t hereto if the Central Committee should decide 
on extensive employee participation. These group meetings 
are formed for the purpose of suggesting better and more 
efficient ways of doing things. These problems may or may 
not be of a Human Relatio ns nature, but such that are should 
be grouped and forwarded with specific recommendations to eaoh 
company manager, and then through both the Advisory Committee 
and Central Committee. The sug gestions as approved by the 
top committee should form the basis of programming for the 
future, particularly programmi ng for the comiQg year. 
There may be those suggestionsthat can be acted upon immediate-
ly, a nd it might be well if they were made supplementary to 
the current program rath er than be put off for another year. 
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Director of Human Relations: 
Functions -
1. To carry out system policies, practices, and procedures. 
2. To put into effect and follow through programs approved 
by the Central Committee. 
3. '¥o recommend to the Central Committee major changes in 
system policy. 
4. To recommend changes in methods, practices, and pro-
cedures aimed at a more rounded out Human Relations 
5. 
6. 
7. 
8. 
program. 
To direct and co-ordinate the various Divisions under 
his cognizance. ,I 
To conduct meetings with his Division Directors and 
others for the purpose of co-ordinating the activities 
of the department and to elicit constructive criticism 
for a more effective operation of each division. 
To explain in advance any projected change in system 
policy. 
To assist top management in the determination of over-
all policy. 
Qualifications -
Inasmuchas this position calls for a 
Vice President, the person selected to fill the position 
should possess knowledge of tre many ramifications of tbe 
utility business. He should have a good working knowledge 
of each phase of the system's operations, and more spec if icalLI..y 
he should be acquainted with system finances. He should be 
throughly versed in the social sciences: Sociology, Economics, 
History, Government, Sociometries, Law (at least, Industrial 
Jurisprudence), Psychology, Propaganda, Theology, and 
Communications. He should be extremely broad-minded, 
est:e cially so on matters that have a broad social signifi-
canoe. He should be an expert public speaker. Above all, 
he should be tactful, diplomatic, and approachable. He 
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be able to approach all at their own levels. He must be 
completely impartial, and should be a man who is respe a ted 
and trusted both by labor and management. This being so, 
he must possess personal integrity and sincerity as well as 
mental honesty. He must be a leader, unafraid to assume 
major responsibilities. He should be a man who is known 
for his good common sense. 
Human Relations Research Unit: 
Functions -
1. To relate to management new techniques in the field 
of Human Relations. 
2. To conduct special studies of programs aimed at the 
betterment of Human Relations. 
3. To act as a liaison unit for the department. 
4. To conduct studies as requested by the various Divisions. 
5. To advise the Director on the a pprox ima te cost of pro-
grams activated ~ the Central Committee. 
6. To conduct attitude and opinion polls on any pha se of 
Human Relations programming as directed. 
7. To assist the various divisions in preparing and con-
ducting consumer, community, and employee polls. 
8. To forecast, when requested, consequero es of major 
changes in Human Relations policy and practices. 
9. To make a continuous study of the system's organization 
and to suggest improvements where necessary. 
10. To inform each division on successful techniques used 
by business and industry as applicable. 
Employee Services Group: 
Director, Functions -
1. To carry out system policy, practices, and procedures. 
2. To place into effect and follow through programs 
approved by the Central Committee as directed by the 
Head of Department. 
3. To recommend to the Central Committee major changes in 
system policy, methods, practices, and procedures for 
the betterment of employee morale. 
4. To direct and co-ordinate the activities of the Divi- 1 
sions under his cognizance. 
5. To conduct frequent meetings with his division directo s 
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and others for effecting co-operation and to elicit 
co nstructive criticism for the more effective operation 
of each division. 
6. To explain a ny projected change in system policy. 
7. To stand ready to assist local company management in 
the follow through of programs, and to assist in solv-
ing problems of an employee relations nature. 
Labor Relations Division: 
Functions -
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 
11. 
12. 
To carry out system policy, practices, and procedures. 
To recommend to the Group Director changes in methods, 
policy, practices, and procedures aimed at the better-
ment of Labor Relations. 
To contact governmental agencies dealing with Labor 
Relations as necessary. 
To prepave releases on the significance of current 
labor legislation for employees. 
To prepare for distribution perti nent decisions of 
local, state, and national labor boards. 
To analyze grievances, and all formal and informal 
audits of Labor helations for the purpose of reporting 
trends to the Group Director and to the Research Unit. 
To consult with the Employee Services Division on 
employee training in collective bargaining. 
To meet with union representatives for the purpose of 
negotiating new agreements. 
To distribute copies of union agreements and amendments 
thereto. 
To meet periodically with other divisions of the group 
a nd with divisions of the Public Relations group for 
the inter-change of information and ideas. 
To undertake at the discretion of the Group Director 
joint committees for the accomplishment of specified 
pro jects. 
To stand ready to a,ssist local management whenever 
needed. 
Employee Services Division: 
Functions -
1. To carry out system policy, practices, and procedures. 
2. To recommend to the Group Director changes in policy, 
methods, practices, and procedures aimed at the 
betterment of employee relations. 
3. To advise local management i n the arranging of group 
meetings and supervisors' meetings. 
4. To edit a nd publish the employees' monthly magazine. 
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To assist local management in the setting up of 
newsletters, if necessary. 
I' 
To offer assistance in programming employee social func-
tions, sporting events, company parties, etc. 
To propose to the Group Director specific physical 
improvements which affect employee morale. 
To provide for employee counselling. 
Toprepare releases explaning employee benefits to the 
employees. 1 To prepare and conduct training programs. 
To facilitate a two way avenue of communications betweed 
employees and local company management. 
To e ncourage employees in the art of public speaking. 
To assist in the establishment of employee welfare fund 
sponsored by various employee groups. 
Toprepare releases to employees on projected changes in 
policy. 
To provide for quasi-legal and medical assistance for 
employees. 
To explain current legislation (other than labor) on 
the local, state, and national levels that affect 
employees. 
To encourage employee participation in community and 
civic affairs. 
To conduct drives for charitable organizations as 
directed by the Group Director. 
To cultivate friendship on the part of the individual 
employee for his (or her) company. 
To meet periodically with other divisions of the group 
and with divisions of the Public Relations Group for 
the inter-change of information and ideas. 
To undert ake at the discretion of the Group Director 
joint comrrdttees for the accomplishment of specified 
pro j eats. 
To stand r eady to assist local 
To encourage the submission of 
to Human Relations through the 
Placement Division: 
Functions -
management when needed. 
suggestions pertaining 
Suggestion Committee. 
1. To carry out system policy, practices, and procedures. 
2. To r ecommend to the Group Director changes in methods, 
polic y, practices, and procedures aimed at a more roun-
ded out Placement program. 
3. To maintai n a complete file of system personnel records 
4. To maintai n a very close working liaison with all local 
companies. 
5. To interview applicants for employment, excepting local 
company employment. 
6. To co-operate with management in the transfer of person el 
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between jobs and/or between companies. 
7. To receive all notices of vacancies and man-power 
surpluses. 
8. To receive and follow up all requests of employees 
for job transfers. 
9. To conduct exit interviews upon retirement, separation, 
or lay-off. 
10. To receive requests of employees for leaves of absence 
and to co-operate with management in the careful ad-
ministration of such ~equests. 
11. To conduct personnel investigations of applicants to 
determine background, references, and other qualifying 
particulars. 
12. To conduct job analyses for the purpose of adjusting 
responsibility with rate of pay. 
13. To act as a. technical adviser in matters pertaining 
to personnel administration. 
14. To suggest to management letters of r e commendation to 
employees for outstanding work either in the plant, in 
the community, or in recognized associations and 
organizations. 
Accident Prevention Division: 
Functions -
1. To carry out system policy, practices, and procedures. 
2. To recommend to the Group Director changes in policy, 
methods, practices, and procedures aimed at the im-
provement of accident prevention. 
3. To make studies and analyses of ac aid ent prevention. 
4. To conduct a non-ending educational program for employees 
on safety. 
5. To supervise periodic inspections of safety equipne nt 
throughout the system. 
6. To make periodic surveys of safety conditions through-
out system companies. 
7. To conduct system and local company no-accident cam-
paigns. 
s. To encourage the interest of employees in safety by the 
distribution of pertinent literature, and by the main-
tenance of up-to-date bulletin boards. 
9. To meet with tre Gere ra.l Safety Committee and local safety 
committees, and issue such reports as may be deemed 
necessary. 
10. To suggest improvements in the physical plant for the 
advancement of safety measures. 
11. To conduct safety classes for company personnel. 
12. To co-operate with other divisions of the group and 
with divisions of the Public Relations Group for the 
inter-change of information and i dea.s. 
13. To undertake at the discretion of the Group Director 
~=======F========~~~n~~~~P=Sp~~fi~~~~r=========== 
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Public Relations Group: 
Director, Functions -
1. 
2. 
4. 
5. 
6. 
7. 
To carry out system policy, practices, and procedures. 
To plaoe in effect and follow through programs approved 
by the Central Committee and directed by the department 
head. 
To recommend to the Central Comnuttee major changes in l 
system policy, methods, practices, and procedures aimed 
at the betterment of Public Relations programming. 
To direct and co-ordinate the activities of the di-
vision under his cognizance. j 
To conduct frequent meetings with his division direc-
tors and others for the purpose of effecting co-operat on 
and to elicit constructive criticism for the more 
effective operation of the group. 
To explain projected changes in system policy. 
To stand ready to assist local management in the 
follow through of programs and to assist in the solv-
ing local problems of a Public Relations nature. 
Government Relations: 
Functions -
1. To interpret system policy as may be necessary to 
members of Congress, the state assembly, or the local 
council. 
2. To interpret system policy to local citizens' organiza~ 
tions. 
3. To assist local management as may be necessary in the 
role of a liaison representative. 
4. To cultivate a genuine friendship for th e system and 
for local companies wherever possible. 
Community Relations: 
Functions -
1. To carry out system policy, practices, and procedures. 
2. To recommend to the Group Director such changes in 
system policy, methods, practices, and procedures that 
are aimed at improving Public Relations programming. 
3. To promote "open house" programs for the general public. 
4. To create a public speakir:g service for the purpose of 
serving community and civic organizations. 
5. To co-operate with local communities in affairs of a 
civic nature. 
6. To initiate civic betterment programs. 
7. To meet with civic officials formally and informally 
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8. To assist local management in problems of a community 
nature (e.g. smoke abatement). 
9. To meet periodically with divisions of the group and 
divisions of the Employee Service s Group for the inter-
change of information and ideas. 
10. To undertake at the direction of the Group Director 
joint committees for specified projects. 
Advertising Department: 
Functions -
1. To carry out system policy, practices, and procedures. 
2. To r e commend to the Group Director changes in system 
policy, methods, practices, and procedures for tbe im-
provement of Public Relations programming. 
3. To carry on such institutional advertising, public 
relations advertising, and other advertising as may be 
advised by t h e Group Director. 
4. To maintai n a good working r e lationship with Reddy 
Kilowatt, and any adver t ising agency as may be retaine 
on a consultant basis. 
5. To suggest a dvertising copy and layout to the Group 
Director for defi nite projects. 
6. To make studies of other advertising by utilities 
t h roughout th e nation. 
7. To make contact with the Public Utilities Advertising 
Association. . 
8. To assist local management and the Sales Department 
wherever possible. 
Publicity Department: 
Functions -
1. To carry out system policy, practices, and procedures. 
2. To recommend to the Group Director changes i n s ystem 
policy, methods, practices, and procedures for the 
improvement of Public Relations pro gramming. 
3. To promote good press relations in all territories. 
4. To act as a public information bureau. 
5. To assume full responsibility in the distribution of 
publicity releases. 
6. To maintain close worki ng relationship wi th the 
Advertising Dept. 
7. To assist local management wherever possible. 
8. To propose to the Group Director specific material 
timed to meet an appeal. 
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11 Customer Contact Divis ion: 
Functions -
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 
11. 
12. 
13. 
To carry out system policy, practices, and procedures. 
To recommend to the Group Director changes in system 
policy, methods, practlces, and procedures for the 
improvement of Customer Relations. 
To conduct formal and informal audits of customer 
contacts. 
To review correspondence sent to and received from 
customers for the purpose of improving letter methods 
and techniques. 
To conduct letter-writing contests for the purpose of 
discovering new talent and new ideas. I 
To conduct meetings of personnel engaged in customer 1 
contact work for the purpose of demonstrating correct 
methods and to promote open discussion. 
To distribute literature that has a direct bearing on 
customer contact work. 
To assist in programming all customer-contact meetings 
To suggest improvements in the physical plant which I 
have a tendency to influence customer opinion. 1 
To co-operate with the Employee Services Division in 11 
educating all company personnel in the elements of 
makir-g the customer a friend of the company. 
To conduct or to assist in conducting customer attitude 
and opinion polls. II 
To meet with other Public Relations Divisions for the 
purpose of inter-changing information and ideas. 
To undertake at the direction of the Group Director 
joint committees for specified projects. 
District and Local Company Representatives: 
Employee Services and Public Relations Groups-
Perhaps, the most important cogs in 
any Human Relations machine are those which are nearest the 
sources of friction, tension, disharmony, misunderstanding, 
and so on. Consequently, it is most logical to assume that 
these representatives are tremendously important in the main-
tenanoe of a well-balanced philosophy. These are the men 
(or women) closest to the contacts. Therefore, their speci-
fie qualifications deserve careful study. So that they may 
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work with and obtain suggestions from employees, they must 
not be considered part of the management team, and in realitr 
they are not. Rather, they are part of a management-employees 
team, representing both equally. 
They must be men of mental honesty, mo~l 
integrity, and sincerity. They should have an open mind, a d 
their approach to problems must be broad-minded. They canno 
afford to be little men; they must have the courage of their 
o onvic t ions. The Employee Servioes men should also be fami~y 
men, so as to better comprehend the problems of the working 
force. They must be approachable at all times, always read~ 
to give ear to new ideas, suggestions, gripes, praise for 
employees, and so forth. They cannot afford to be biased 
toward any race, religion or organization on purely personal 
grounds. They must be able to speak with people in the 
people's language. They should have a good background, un-
blemished by faults of their own perpetration. They need 11 
not be college men, and it may abet their work if they were 
not, but this depends on the individuals themselves. The 
representatives of the Employee Services Group should hold 
their j obs on a full-time basis,while it is not essential 
that those of the Public Relations Group do so. In fine, 
these are the field representatives, on whose shoulders should 
fall the major tasks in the development of programs. They 
have a double r esponsibility upward in the organization -
one to local company management and one to their respective 
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Group Director. 
Concluding Remarks:-
No Human Relations programming can have 
hopes of succeeding unless management on all levels has an 
earnest desire to see it work. Mr. Charles W. King, Vice 
President, Allegheny Ludlum Steel Company, puts it this way: 
"Top executives can spend a mint on employee and oonununity 
relations and still not obtain half the results that could be 
achieved simply by giving the program a part of their own 
thought and time and effort." Once management is sold on 
the idea of Human Relations, and in being sold, gets firmly 
behind the movement, they will find a ready, willing, and II 
able working force to assist. But, the backing must be sin-
cere. If it is not, then poor employee relations is the 
logical result; and what is the price of poor employee rela-
tions? Mr. s. H. Chelsted, Vice President, People's First 
1\ational Bank and Trust Comp1ny, Pittsburgh, says: "If we 
have poor employee relations and consequently poor public 
relations, we will find the public sympathetic with the 
employee and his problems, not with management." 
(b) When asked whom they cons~der to be the 
key men of their industry, the top executives will answer 
that of course the key men are the first line supervisors, 
the men who came to work in the company as apprentices, and 
who, through industry and perseverance, have attained the 
positions they now hold. They are the leaders to whom the 
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men look to for orders and for work loads day in and day out. 
They possess not only the technical know-how, but, in general, 
they possess the essential qualities of leadership. Yet, 
somehow, they have, in the process of the "give and take" be-
tween management and labor, become truly the forgotten men of 
industry. In the usual course of events, management will pay 
lip service attesting that supervisors are part of the manage-
ment team, but in reality the first line foremen find themselves 
pretty much outside of things, this, in spite of the many 
tools and techniques employed, aimed at acquiring the friend-
ship of the supervisory force toward the aims and objectives 
of management rather than toward the aims and objectives of 
organized labor. 
Nonetheless, foremen are human beings, 
and as such, they like to believe that they should be respected, 
consulted, remembered, and praised for work done, and they have 
no intention of remaining forgotten. In a letter to the 
editor, appearing in· the January 29, 1949 issue of "Business 
Week", Mr. Joseph F. Murphy, Second Viae President, Foremen's 
Association of America, had the following to say: "Foremen 
resent the fact that management has ignored them in the past 
and that they have no sense of security in their positions, 
no matter how loyal they have been. Foremen face the same 
ills that made it easy for the rank and file to be organized 
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when the CIO took to the field. Management has not learned from 
the lessons of the past. xan in his makeup has had instilled 
-----~ ll 
r 
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in him a sense of dignity by His Creator that he resents not 
being able to protect. The foreman has been classified as 
the forgotten man of industry. But he is still willing to 
fulfill his obligations to his employer, and very seldom have 
we found a case where the foreman during a strike was willing 
to cast his lot with the rank and file (he felt that he was 
morally bound to see to it that the factory was protected and 
maintained) ••••••••••••• The next few years will tell the story~ 
if the foremen enter into unions of the rank and file, it will 
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be because management in its blindness has forced them there." 
The unionization of foremen has never worked 
out well for management. The Ford Motor Company gave fore-
men's unions a trial run as did Packard, only to find out 
that such a move caused chaotic conditions. Leadership fell 
from the supervisor to the shop steward. Supervisors aligned 
their aims with those of the men over whom they were supposed II 
to exercise leadership. Management found a large gap between 
the supervisor and the junior executive, which could not be 
closed. Other companies where the supervisory force became 
unionized experienced like trouble. The only conclusion that 
can be arrived at logically is that the supervisor belongs on 
the management team. However, at the present time, in the 
national legislature every attempt is being made to enact into 
law as part and parcel of our policy (i.e. public policy) the 
right of foremen to organize, which seems to follow from what 
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Mr. Murphy predicted. It is interesting to note that in the Ford 
17. "Business eek", January 29, 1949, "Letters to the Editor~, 
page 38. 
plan of Human Engineering, has decided that hereafter super-
visors will be afforded opportunities, commensurate with 
their abilities, to apply for executive positions, and to 
obtain these positions if found capable by a committee 
appointed by management. 
In Company "X" and in the system, much has 
been done toward cultivating the friendship of the supervisor 
toward management. Supervisor's 1anuals have been distri-
buted which afford the foreman a wealth of information, and 
which he may impart to those under him. Supervisors meetings 
have been started. When the unions are given increases in 
wages as the result of negotiations, the foremen partake of 
the benefits of a general wage increase. Letter writing 
contests have been sponsored, and smaller group meetings have 
been organized. But, is the average supervisor ·convinced 
that he is on management's team? Given the opportunity, 
under law, to organize, will he accept or reject unionizatiom? 
When the company he works for is under attack, either by 
employees under him or non-employee, is he apt to rise and 
defend the policy or practice under attack? Is he convinced 
of management's goals? Is he on speaking terms with the chief 
executives of the company, and are the chief executives able 
to call him by name and speak with him on common ground? II 
How often has the average foreman been commended for a job 
well done, albeit that the task performed was of a routine 
nature? What posiitions can the average supervisor aim 
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for over and above his present job assignment? Is his wage 
scale fair? Or, are there some lower down on the ladder 
who are earning more? Has he any retirement benefits over 
and above those allotted to the non-supervisory force? If 
a g iven su pe rvisor has a grievance against the company, what 
channels are open for him to obtain a fair and j ust settlement 
of the grievance? These are but a few of the many questions 
that may be asked in an appraisal of the supervisor as part df 
the management team. 
Supervisor's ~~nuals, supervisors' 
meetings, general wage increases, and so forth are techniques 
and tools of Human Relations, and most certainly they are 
effective. Nonetheless, they are not things that one would 
expect a supervisor to warm up to. They add little to a 
supervisor's prestige. Programming for the supervisor must 
emanate more from the heart than from the mind. 
Accordingly, the following are suggeste9: 
a. A management audit should be made, preferably by a con-
sultant i n the field of Personnel Relations to determine 
where the gaps are in the relations between foremen anq 
management, and a definite program should be put i nto 
effect to fill these gaps on a continuing basis. 
b. As organized labor has a procedure for the settling of 
grievances, so too should grievance machinery be estab-
lished for those outisde the scope of collective bar-
gaining. 
a. A survey should be made of all wage scales to make 
certain of fair and equitable treatment for the foreman. 
d. Where deserved, there should be written commendations 
to foremen who have done a good job of a routine func-
tion over the years, or have the distinction of bringing 
prestige to the company in one way or ano~her. 
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e. Opinion and attitude polls, expressly desioned for 
• 0 
the superv~sory force, should be employed from time 
to time to determine the progress of the betterment 
of these relations and/or to determine the reaotion 
to a proposed move on the part of the company, whether 
it be personnel, technioal, financial, et cetera. 
The validity of the above suggestions can be tested by a 
confidential and anonymous poll of supervisors on the basis 
of the questions asked in paragraph (5). 
(c) In con junction with the foregoing, a 
second suggestion is offered for the purpose of proving to 
the supervisory force they are management. No matter what 
publication one may pick up wherein management deals with 
internal problems, there will be a paragraph or two on the 
dearth of executives to fill the shoes of the men who have 
be en retired or who are in the process of being retired. 
Recognizing that the same problem has application both to 
Company "X" and to affiliated companies, and r ecognizing too 
that the Student Training Program may well not be the answer 
to this problem, it is suggested that supervisory training 
programs be instituted on a system-wide basis, whereby a 
minimum of one supervisor per company and perhaps a maximum 
of one supervisor per one hundred employees be selected for 
training in an advanced training program. Perhaps, the pro-
gram should be strictly on a voluntary basis, leaving the 
final election to the individual supervisor. It would also 
seem to be in aocord with good judgment to make no stipulation 
as to future reward, except that the supervisor be told that the 
reason for his personal selection by management is that he 
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possesses certain qualifications pointing to future advance-
ment within the organization, and that by participating in the 
pro gram he would be thus adding to these qualifications. 
Perhaps, selection should be limited to those supervisors 
with ten years or more of service to insure management that 
the candidates are men and women who have made the system 
their life's work and would most likely give the company a 
fair return on its investment. 
While trainees should move from company 
to company, the attempt should be made to limit these to com-
panies close by, so that it might not be necessary for a 
supervisor to change his place of residence, even temporarily. 
Such training should be confined to the problems inherent in 
the supervisory branch of the various departments, and the II 
entire training period should not, perhaps, exceed ten months 
per candidate inasmuch as the older men and women in the or- II 
ganization "itch" to return to their normal positions as soon 
as possible, feeling quite naturally that the job they left 
was not being carried on as they might desire. The feasibili-
ty of supervisors leaving their regular positions for a period of 
six to ten months might be challenged, but not without solution. 
During World War II, it was a normal occurrence that when a 
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naval ship reached port where there were training facilities 
available, a quota of effie ers would be forwarded· to each such 
commanding officer for attendance at the schools. The vacan-
cies established by these quotas remained either entirely unfilled 
or were only partly filled even though a given ship may have 
had sailing orders, for duty in the forward combat zone. 
However, the quotas were met except in cases of extreme emer-
gency. In system companies, such as Company "X", the sending 
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of quotas might well constitute a hardship, yet if those under the 
grade of supervisor have been trained on the job, the hard-
ship soon disappears. 
Such a training program would serve notice 
to the supervisor that management has not overlooked his 
objectives in life; it would do much to encourage faith in 
management's goals; it would supply a stimulus to initiative. 
Give the training program a title commensurate with the sub-
ject matter of the course, such as "Junior Executive Training 
Program", and immediately it gives the candidate a feeling 
of prestige. 
{d) It is suggested that within the Personnel 
Department of the central office there be maintained organiza-
tion charts, visibly arranged, listing within each loc~l 
company, each district and division all employees, from 
office messenger to president. In addition to inscribing a given 
employee's nmne, it is suggested that there be appended three 
sets of numerals, as follows: {1) the first, indicating the 
total number of years the individual worker has within the 
system; {2) the second, indicative of the number of years 
served in a given job classification; and {3) the third, to ac~ 
as a code number assigned to a given job classification. It II 
-is~o.:g_o s..ed _t__Qj) that a duplicate hart be J 1kewiae:)1laintained_ in 
each local company, district, and division. 
There are many purposes behind this suggestion. 
In the first place, it affords, at first glance, a visible 
presentation of a given organization's personnel structure, 
which is valuable in itself on the basis that "a picture 
is worth a thousand words." Secondly, in the utility 
business, it is frequently boasted that it is the one industry 
with a laudable length of service per employee, yet unless 
such boasting is accompanied by real and tangible opportu-
nities for advancement, then it becomes braggadocian. In 
effect, such charts would afford the executive having to do 
with employee relations objective proof on both points. 
Thirdly, these charts would act as a guidepost for a proper 
evaluation of tenure in given job classifications and would 
blend themselves into proper personnel methods. They would 
be extremely difficult to maintain, yet if the net return is 
proportionate to the effort, then the difficulty of the task can 
be overlooked. In this instance, given the premise that an 
organization of ten thousand man and women should have suffi-
cient, up-to-date personnel records, then the value of the 
charts is fully compensated. 
(e) Dealing now with another trend of thought, 
in the area of Community Relations, there is much to be 
accomplished, if for no other reason than that there is a 
wave of thinking growing stronger that lends credence to the 
cry of power trust, monopolists, big power, and so on. In 
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"The Boston Daily Globe" of January 22, 1949, a reader writes 
of the futility of fighting against powerful utility lobbyists. 
To this one instance could be added many more. To counteract 
this bad public opinion, it is suggested that at the termina-
tion of each calendar year (i.e. also, fiscal year) when all 
financial statements have been compiled, Company "X" and other 
affiliated companies should hold public meetings in halls large 
enough to handle large audiences, the purpose of which would 
be a genuine attempt on the part of the company to communicate 
with the general public directly on the status of the public 
service corporation in the community. Specific details, not 
drawn out, relative to fiscal problems of the year past should 
be presented with explanation. Too many customers are not 
aware of the many free services offered by the company -
these deserve much emphasis. Pictorial presentations showing 
the activity of employees in the community (e.g. the home ser-
vice department giving a home freezing demonstration before a 
civic club, a recent fluorescent lighting installation in a 
local church, a group of company linemen making emergency 
repairs in lines during heavy storms), in short, anything 
to play up the theme "service to the community", might be 
included in a lecture given by a company employee, well-known 
and well-liked in the community. 
Above all, there should be a question 
and answer ~ riod, with the general public asking questions 
from the floor, and a panel discussion consisting of men in 
======!F=~t;,.~anw-=c=a p-ahJ e e£ ::i n t.e.rpr<iU.,J. ng--o.-Qm.pa-11¥=-
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practices tactfully, should be on hand to answer any and all 
questions. Such a meeting with the public could be rounded 
out by a home service demonstration together with a motion 
picture playing up either the utility industry or private 
enterprise. In addition to the issuance of general invi-
tations to the public by means of bill stuffers and paid ad-
vertisements, special invitations should be issued to members 
of the press, civic leaders, leaders of industry, and holders 
of public office. 
(f) In the over-all area of Human Relations, 
it is suggested that a task force be organized on a system 
basis to survey immediate needs of programming, to survey 
successful prograrruning in other industries, .and to edit as 
an end-product a "Primer of Human Relations". Many have 
heard and understand in a general way what must be done to 
improve Public Relations, yet the thinking is confined mostly 
to tools and techniques or related to the offices of the com-
pany manager or the Public Relations Director. There is a 
very real need of selling management and those identified 
with management that Human Relations is an operative philo-
sophy to be practised by all employees. A primer would 
present, in the written word, the scope and meani~~ of Human 
Relations in terms of its component parts, and because it 
would be bound, it would become quite naturally an integral 
part of each executive's personal library. 
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Co no 1 udi ng Remarks: 
Dr. Claude Robinson, President, Opinion 
Research Corporation, has remarked that electric power manage-
ments must become as expert in dealing with public psychology 
as they are in engineering or business administration. Whether 
"public psychology" is a synonym for Human Relations or not 
the writer dares not say, but it is fairly oertain that there 
is a close nexus between the two. l'ilen in management cannot 1i 
esoape the implications of this movement. It is more than a 
new fad. If developed correctly and soon enough, it might 
provide the only answer to collectivist ideologies. The 
people can vote this present system of ours right into the 
rubbish can, and they will probably do just that unless private 
enterprise, in the persons of its leaders, progressively adopt 
new and better ways of doing things, and these are, in turn, 
understood and accepted by the people. Whether the sugges-
tions offered here can accomplish any measure of this is bard 
to say; they are offered rather in good faith, in the hope 
that they might stir anough active and creative thinking on 
this powerful foroe for good and for the betterment of relations 
I 
among all men regardless of whether they wear a white collar, a 
blue collar, or no collar. 
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PART Dl 
Some Public Relations Problems of the Industry 
Some public Relations Problems of the Electric Utility 
Industry: 
In conjunction with what has been dis-
cussed concerning both Company "xtt and the . system of which 
it is an affiliate, it is only fitting to direct some atten-
tion to the industry of which it is a member, and to a few 
of the Public Relations problems that confront this indus-
try. And why is it fitting to do this? one good reason 
for this apparent digression is that the attitude of the 
general public toward the industry, in reference to these 
problems, seems to have some bearing on the attitude of 
people toward each member of the industry, excepting those 
few utilities who, by positive, long-range programming in 
Public Relations, have cultivated, on a sustaining basis, 
the friendship of the consumers they serve. It is the in-
tent of the writer to present for consideration three of 
the major issues that confront the leaders of the industry 
at the present time in as clear and objective manner as 
possible, namely: (a) Private ownership versus public 
ownerShip; (b) the electric rate; and (c) the power short-
~~ age crisis. 
commencing with the first of these, as it 
seems to be of primary importance, the people of the United 
states, in the last decade and a half, have been witnesses 
to an immense social, political, and economic metamorphosis . 
The individualistic theories of Ada~ Smith, as expounded in 
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his uwealth of Nationsu, have given way to a new type of 
socio-economic philosophy, which has been translated into 
action under the appropriate phraseology, 11 New Dealtt. It 
was, as it was designed to be, a non-violent, political 
revolution, with action emanating from the midst of the 
elected representatives of the majority party. In accord-
ance with the mandate of the people, a series of legisla-
tive acts were passed ~imed primarily at social reform. 
We had the National Industrial Recovery Act with its codes 
of fair competition, the Agricultural Adjustment Adminis-
tration with its subsidies to farmers who were willing to 
consent to a measure of government regulation, the National 
Labor Relations Act with its "Magna Carta" for the labor-
ing man, plus the many other alphabetical executive orders 
and laws. Along with these was one of the most controver-
sial acts of the last two decades, the Tennessee Valley 
Authority Act of 1933. 
The primary purpose of the act was to 
11 regulate the stream flow primarily for the purpose of 
promoting navigation and controlling floodstt. Secondly, 
in a manner consistent with flood control, it was author-
ized that such projects could be multi-purpose in charac-
ter so as to "provide and operate facilities for the gen-
eration of electric energy--and to market such power". 18 
There were many other provisions in the act which spelled 
out the inter-relation of the Authority with the region, 
18. "Annual Report of the Tennessee Valley Authority", 
June 30, 1948, Government Printing Office, WashingtonJ 
D.C., 
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the preference of customers in the distribution of power, 
the encouragment of modern methods in farming and forestry, 
and the encouragement of civic particpation in the work of 
the TVA. It might be added that, contrary to the limi-
tations of flood control, these hydro-electric developments 
were to be self-supporting and self-liquidating. 
It has been stated that the act became a 
focal point of controversy. Why? Firstly, it was the 
initial move on the part of the national government to 
develop a region almost in its entirety. Now, to perform 
the task, the finances required would have to be drawn from 
the coffers of the federal treasury. In point of fact, it 
was money collected orignally as revenue from the many 
states throughout the nation. Hence, the argument, logical 
or not, was that only one region would derive any benefit, 
direct or indirect, from such a project, and that therefore 
it was illegal to authorize the expenditure of public monies 
to satisfy the wants and needs of a particular segment of 
the nation's population. Secondly, it was a socialistic 
venture in that the Authority established by the Act was 
authorized to embark into the business of generating power 
and thus would be an entrance by government into a field 
II 
owned and operated almost exclusively by private enterprise, 
(i.e., allowing for municipally-owned plants and co-operatives • 
Thirdly, the TVA was pin-pointed as 
--======== 
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a segment of planning on the national level. Now, the 
term "national planning" certainly seems harmless on the 
face of things, · but if we were to mull over this concept 
in our minds or, better still, if we were to read Friedrich 
Hayek's nRoad to Serfdom", we might discover for ourselves 
some startling connotations. In a chapter devoted to plan-
ning, Hayek writes in part: "'Planning' owes its popularity 
largely to the fact that everybody desires, of course, that 
we should handle our common problems as rationally as 
possible and that, in so doing we should use as much fore-
sight as we can command. In this sense everybody who is 
not a complete fatalist is a planner, every political act 
is (or ought to be) an act of planning, and there can be 
differences only between good and bad, between wise and 
foresighted and foolish and shortsighted planning •••••••••• 
but it is not in this sense that our enthusiasts for a 
planned society now use this term, nor merely in the sense 
that we must plan if we want the distribution of wealth or 
income to conform to some particular standard ••••••••••••• 
What our planners demand is a central direction of all 
economic activity according to a single plan, laying down 
how the resources of society should be •consciously directed• 
19 
to serve particular ends in a definite way." 
Planning as applied to the TVA, to all intents, 
appeared to be of a physical type, namely, a long range 
19. HAYEK, FRIEDRICH A., "The Road to Serfdom" Univ. of 
Chicago Press, Chicago, 1944, pages 34-35.' 
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program aimed at curbing the destructive powers of the 
streams, harnessing the Tennessee and its many tributaries, 
the Hiwassee, the Holston , the Clinch, so as to make them 
contribute to the general welfare of the people living in 
the watershed. But then there is this other type of plann-
ing, socialistic in kind, although seemingly a logical out-
growth of the physical aspect. It is the type which Presi-
dent Roosevelt spoke of in his speech of April 10, 1933, 
wherein he proposed that the Tennessee Valley Authority 
was charged with the broadest responsibility of planning 
for the proper use, conservation and development of the 
natural resources of the Tennessee River basin and its 
adjoining territory, and for the social and economic wel-
fare of the nation as a whole. If we read into the book, 
uTVA", by one C.H. Pritchett, which to all intents and 
purposes is a fair and objective account of the development, 
we will learn that the Valley Authority assumed planning 
for humans as well as the development of natural resources. 
Hence , it is the type of planning that goes on to direct 
housing, the manufacture of plastics, and the processing 
of foods. In short, it is the type that extends itself 
democratic process and to the national economy. 
No business can hope to compete with the 
government . In the field of public housing, the government 
91 
II 
can hit an economic low in the rentals procured. So, too, 
in the field of electric power, private electric utilities 
cannot hope to compete with such projects as the TVA , the 
Hoover Dam operated by the Bureau of Reclamation, and the 
many other public power projects. ie are rightly concerned 
with the basic public relations problem of selling the idea 
of private enterprise versus public ownership. In the last 
analysis, t h is type of planning on the regional level is 
not extremely socialistic, but rather it should be regarded 
as an opening wedge to socialism. In regard to the TVA , the 
Act provided that wherever the Authority has a program that 
can be carried out by the people in any g iven area, it shoul& 
be so carried out. However, the Authority decides on most 
matters in the area served by the watershed. 
Yet, why should one be disturbed? The 
TVA covers but one region. Its place is fixed; the region 
cannot expand under normal operating conditions. Here we 
come to the crux of the matter, and it takes a two-fold 
explanation to unravel what is go ing on before us. In the 
first instance, not only can the TVA expand, concrete evi-
dence has been furnished to substantiate the fact that it 
~as proposed to expand functionally. Among other provi-
sions, the TVA Act of 1933 contained two sections - 22 and 
23 - which have come to be known as the planning sections. 
The first of these authorized the President to make surveys 
and general plans for the Tennessee basin area for the pur-
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pose of guiding the development, physically, socially 
and economically, by the use of public funds. The second 
of these directed the President to recommend at times to 
Congress additional legislation to carry out this develop-
ment. We have seen previously that permission for the 
generation of power was granted primarily so as to obtain 
the most efficient use from the multi-purpose dams. There 
is little to quarrel with here. However, there was a bill 
passed by Congress recently at the request of the Authority 
to authorize further public funds for the construction of 
a steam plant at New Johnsonville, Tennessee, at the cost 
of $54 1 000,000. This marks the first attempt of a govern-
ment corporation to go into the power business on an all-
out basis. It is the battle line at which is arrayed a 
variety of forces: electric utilities, privately-owned, 
chambers of commerce, state and local organizations. In 11 
this request is meshed a multitude of feelings, sympathies, 
opinions, ideologies, social and economic theories, as 
evidenced by excerpts that follow, taken from a few of the 
nation's publications. 
But firstly, let us return to the year 
1937, when a judgment was handed down in the United states 
Circuit Court of Appeals favoring the Tennessee Valley 
Authority in a case of litigation between the TVA and the 
Tennessee Electric Power Company. It was in this case 
that members of the Authority claimed that the purpose in 
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building dams on the Tennessee River was for navigation and 
for flood control, and incidentally for the purpose of 
generating power, and that the TVA was not operating in 
opposition to the private utility business and as a con-
sequence had shut down a steam plant at Muscle Shoals, 
Alabama. In 1948, Dr. Joseph c. swidler, TVA general counsel, 
claimed the need of "additional steam capacity to firm up 
secondary and dump power produced at some of the existing 
hydro projects and by the additional hydro units." 
The logical question seems to be: "Why the 
necessity of this firm up power?" The answer could be 
stated thus, that by 1951, privately-owned and operated 
utilities will be able to feed into the TVA system some 
4,000,000 kilowatts of additional capacity, and, therefore, 
there is no need of this added sterun generation. Or, it 
might be said that due to an extensive advertising campaign 
by the Tennessee Industrial and Development Commission, 
with a theme emphasizing cheap power, and with insertions 
in the "Wall Street Journal" and "Nation's Business", a 
number of industries have migrated to the Valley to par ake 
of the abundant power which, over a period of fifteen years, 
has become less and less abundant. Thus, it is that the 
"Waterbury (Connecticut) American", in its April 9, 1948 
issue, states the unfairness of competition for industries 
between Connecticut and Tennessee in very simple and direct 
terms. The 11Fond Du Lac (Wise.) Commonwealth Reporter" of 
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April 9 • 1948 • state u 1equi vocally: " e are b ing .fore d 
to pay for cheap po er in the Tenn sse Vall y as an in-
ducement for our industry to move south. The thing doesn•t 
make ensel" The Knoxville (Tenn.) Journal arne that 
"the inv tment of this tr mendou ne m of money injects 
the United St tea government t hat much further into state 
socialism. The desirability or propriety of this course i I 
a matter of individual conviction . e think it is i mportant, 
in ny cas e, tor all of us to recognize as the process con-
tinues, what i going on . • A host of other such statement 
can be quoted fro papers, coas t to coast, each attacking 
t his ne step of the TVA, on attacking the social phil-
osophy, another the relative economies, till another on 
socialism. 
I mentioned that there as a t o - fold 
explanation to the principle of the expansion or re onal 
planning . The firs t as th t the region established can 
xp nd functionally. The second half of this equation is 
that the ph ilosophy inherent i n planning can extend it elf 
to other quarters so that e have t lk of the issour1 
Valley uthority, the s t.La renee River Development, and 
re recently, a Connecticut River Authority at Holyoke. 
In abort, this central direction of planning is not con-
fined to any one region of the country, it extends itself 
in much the same ay as our fr end, the octopus, capable 
of reaching in a number of different directions at one and 
' I 
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the same time. le must stop to consider if there is a 
point at which the wants of regional planning can be satiat-
ed. 11 e must judge whether it is government control of our 
natural resources or government regulation with private 
enterprise control and ownership. 
Leaving this problem of regional develop-
ment now with probably just a word with which to terminate 
the discussion, it would be an interesting poll of opinion 
and research if one of our better known public opinion I 
analysts would question those who aggressively upush" pro- 11 
jects as the TVA on their feelings toward economic planning, 
toward "full employment", toward public ownership of public 
service industries, and toward a socialistic democracy. I 
wonder how the answers would run. 11 
There is another public relations problem 
that certainly merits attention, and that is the question of 
rates charged for the various services: telephone, gas , elec-
tricity, water . Of all the industries that are subject to 
regulation, few, if any, are more restricted than are public 
utilities. There is a type of control by the state public 
service commission, regulation by the Federal Power Commiss-
ion. Because of their intricate corporate structure in most 
cases, there is the Securities and Exchange Commission to be 
considered. Insofar as industrial relations are concerned, 
both the state labor boards and the National Labor Relation 
Board are parties to disputes. 
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Due to the fact that an electric utility, 
for instance, is a natural monopo ly, meaning that because of 
the very nature of the thing produced it has been granted 
the sole distribution of the end product, and because it is 
a public service organization, in that it must offer all its 
services to each and every segment of the public who can be 
served, it is fitting and necessary that a certain amount of 
regulation be imposed to prevent any abuses of the privi-
leges and of the obligations involved. The question of re-
gulation seems to resolve itself into the amount needed . 
In simple language, there is a point where regulation may 
become over-extended and that point is where regulation in 
truth becomes direct control. 
In the matter of electric rates, there 
seems to be a general call to arms whenever there is a hint 
of a request for an increase, despite the fact that the cost 
of fuel (and in particular, coal, with its added transporta-
tion and handling costs), the cost of labor, the cost of 
material and general supplies, the over-all cost of new 
major construction work , have a very high status in the 
current inflation spiral. The national average cost of coal 
per ton alone has risen from $3 .10 in 1939 to $5 .56 in 1947 
and is still going up. To be frank, it is also true that 
gross revenues from electric sales has also increased due, 
for the most part, to the period of prosperity currently 
being enjoyed, but it is likewise true that net income in 
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most companies is taking a determined doward tre nd due to 
the factors stated above. What is hard to fathom is why 
all the commotion on rates when we reflect that the cost of 
electricity is a very minute item in the Cost of Living 
index which is quoted at 167.2% as of March 31, 1948. Other 
items quoted from a u.s. Department of Labor news release 
of April 22, 1948 are as follows: 
All items 166.9% of the 1935-1939 average 
Feed 202.3 
Clothing 196.3 
Rent 
Gas and Electri city 
Other Fuels and Ice 
House Furnishings 
Miscellaneous 
116.3 
93.8 
166.0 
194.9 
146.2 
If we were to look at any group of sta-
tistics in which the cost of electricity is compared to 
any of the above commodities, conclusive proof is evidenced 
that out of all the others, the cost of electricity is the 
only cost to show a steady trend downward. In March 1, 1948 
The Edison Electric Institute published a chart with data 
provided by the u. s . Department of Labor which compares 
all the above items over a ten year period , 1937 - 1947. 
The results, as presented graphically, substantiate in fUll 
this very definite decrease. 
Let us look at this problem in the light 
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of the average domestic customer living in Massachusetts 
as of now. Picking an income from mid-air, let us suppose, 
for the sake of argument, that the breadwinner of the 
family is earning $57 .00 per week (or $247 .00 per month) 
which is a conservative estimate. Next , let us estimate 
his average bill for electricity each month but instead of 
being conservative we become liberal and place this figure 
at $6 .00 for which the family receives enough power to 
light their home, run two electric clocks, run a standard 
refrigerator, a washer, an electric stove, a radio, a 
mix-master, possibly a vacuum cleaner, and a toaster. Not 
only does he receive this electricity, but the breadwinner 
is assured of continuous, uninterrupted service, (barring 
the whims of nature), for himself and his family every time 
he flicks the switch on the wall. Actually, 2.4~ of the 
family income is expended in the process, probably the 
smallest single item in the household budget. 
The public relations problem is obvious. 
For one reason or another, John J. Smith, mill -worker; 
John F. Doe, Alderman ; Mary Jones, housewife, individually 
and collectively have been keyed up to maintain a vigilant 
watch on the rates of the local utility, so that on a 
moment 's notice, like the Minute Men of old, they might 
rise as a man to oppose any attempt made for a rate in-
crease. The problem is not insoluble. In a majority of 
cases where the public, in the persons of their duly electe 
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representatives and leading citizens, are given the oppor-
tunity to speak in a friendly, open and above board manner 
with those whose task it is to initiate the filing of such 
rates at a rea sonable time prior to the actual filing, 
there will be opposition, but the opposition will be lack- 11 
ing, for the most part, popular support. The public is 
not an unfair judge, given the chance to understand the 
entire case prior to presentment for action. 
There is just one other public relations 
problem which should be touched upon in passing, and it 
involves the current propoganda about a power shortage. 
The charge that the nation is faced with a serious short-
age because of short-sightedness on the part of electric 
utilities is both untrue and unjust, yet the problem is 
there. Critics of the private electric industry have gone 
out of their way to warn the public that private enterprise 
is on the brink of failing them in that the industry has 
not maintained a constant supply of reserve capacity so 
II 
I 
as to keep in step with the ever-increasing demand. one 
such article appeared in great detail in a national magazine 
soon after the largest peak load ever known in the United 
States had been successfully met. This feature article, 
entitled "our Lights Are Going out", by one Mr. A. G. 
Mazarick, was of alarming proportions, in which the author 
had charged that privately-owned and operated companies 
100 
had fallen behind in their failure to provide marginal 
capacity. He warned further that the impending shortage 
had already been reflected in what was already happening 
in Maine and in California. He charged that voltages had 
been reduced to a point where many machines in industry, 
absorbing this type of power, were being ruined. Mr. 
Mazerick was thoughtful to state that in the regions served 
with public power, the danger was more remote. If this 
were the only such criticism to be made, it might be ig-
nored as a public relations problem. However, a second 
national magazine carried a similar article, and critics 
both in and out of government have taken up the cry. 
Actually, the facts present another light on the matter. 
Firstly, it is true that the electric utility industry has 
fallen behind in providing reserve capacity, but the story 
does not terminate at this point. A fair critic will 
examine the reasons why. In doing this, we find that re-
serve capacity had been carefully watched, but in the years 
1942 through 1945 it seems that United states experienced 
a war large enough to cut manpower to a minimum for new 
construction work and the war was equally of great pro-
portions to limit the allocation of strategic materials 
except as were needed directly for the war effort. 
Immediately following the war, two important events took 
place. Firstly, the steel industry, and consequently 
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the electrical manufacturing industry, had many slow-
downs in production due to shortages in raw material and 
due to strikes in both coal and steel. Secondly, although 
the industries throughout the nation had been geared for 
all-out production during the war years, and the inference 
here is that the demand for electric power was at its 
height, with but a slight dip in demand innnediately after 
V-J Day, industry plus the commercial and residential 
customer went on to make even greater demands in a peace-
time ·era. In fine, while the industry was being hand-
cuffed by reason of unavailability of basis units, the 
customer made more and more requests for power. 
As to the charges that Maine and Cal-
ifornia had already produced evidence of the shortage, 
let us have a look at the record. surely, Maine was in 
the process of experiencing curtailment. Yet, was it 
the fault of private industry or rather was it the result 
of {1) a disastrous fire which took its full of trans-
mission and distribution lines, (2) a drought unforesee-
able which rendered powerless installed capacity of an 
adequate hydro-electric system for that state and {3) 
an act of the state legislature banning the importation 
and exportation of power across state boundaries? Govern-
or Hildreth of Maine, writing for the Boothbay Register 
in its March 12th issue, presents a very clear-cut re-
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futation of most charges made. But, let us have a look 
at California. There is a power shortage in this state. 
Why? The best reason advanced for the answer to this 
question, it seems to me, is supplied by an editorial 
appearing in the Turlock Daily Journal, Turlock, Cali-
fornia, dated March 10, 1948. I would like very much 
to quote word by word, but since this is impossible, a 
few excerpts will have to do, and I quote: "Water is one 
of those things, like American freedom, you take for 
granted. Nobody knows how essential it is until there is 
very little. so this year, the people of California in 
particular are learning what water means to the state. 
It is a hard lesson." Then, speaking of the refusal on 
the part of the BUreau of Reclamation to allow the Pacific 
Gas and Electric Company to purchase excess power at the 
Shasta Dam, the editorial continues: "In direct contrast 
with the reclamation bureau's attitude is the co-operative 
spirit in Which the Turlock Irrigation District, buying 
power from the Pacific Gas and Electric Company when it 
doesn't have the water to generate its own, is insisting 
upon conservation in conformity with restrictions placed 
upon customers by the Pacific Gas and Electric company. 
~hich goes to show that a publicly-owned district, when 
operated by persons who are not crusaders for socialism, 
can get <:&long well with private enterprise." 
-~==~==~~======================================~----~== 
It would be an easy matter to obtain 
worthwhile evidence in behalf of private enterprise in 
this situation. Similar articles have appeared in the san 
Francisco Chronicle and the San Mateo Times. Senator Pat 
McCarran of Nevada is on record for coming to the defense 
of Pacific Gas and Electric . At times, it appears that 
one of the basic reasons for the existence of any public 
relations problems in any given industry at any given time 
is the communication to the public of half-truths, either 
by word of mouth or in printed form through the public 
press . Most assuredly, the attacks against the electric 
utility industry seem to have a foundation, in many in-
stances, in these half-truths, especially in relation to 
the present would-be-power crisis. The true facts are 
these: that the nation passed through a period of extremely 
high output with a margin of reserve of 5.5%; that the 
industry has a construction program in progress as of now 
to be completed by 1952 at the cost of $5 ,000,000,000; 
that the industry met every demand of World ~ ar II and at 
the present time this same industry is taking a . leading 
part in the planning for future national defense. 
And so, we have perused a few of the 
problems of a public relations nature that confront privat~­
ly-owned electric companies. The empbasis should be on 
the word "few" inasmuch as there are more both on the 
104 
l 
1 105 
industry level and on the local level. For one reason or 
another, the industry has been the victim of misunderstand-
ing, of suspicion, and of mistrust. To be frank and sincere 
some of this has been brought on by the industry itself; 
a good part of it has been brought on by critics in politics 
and to a lesser extent, those out of politics. The terms 
"power trustu and "monopolist't have become conunonplace in 
the layman's vocabulary. For a local politician to attack 
a utility is oftentimes indicative of the fact that he needs 
votes from his constituency and not necessarily that he has 
found anything intrinsically wrong in the method the utility 
employs in performance of its many functions. If the system 
of private enterprise (as opposed to free enterprise) is to 
survive in this industry rather than the fetters of socialis 
under the guise of a paternalistic central government, there 
is need of a most sincere, honest, and courageous effort 
based on honesty, mutual confidence and trust on the local 
company level to win over by positive action the friendli-
ness of each and every customer with whom it comes in contac • 
The local company must hammer away at the facts, all facts, 
whether marshalled for or against the company. If there are 
abuses, they should be made known and be dispensed with as 
soon as possible. A deliberate attempt must be made for 
good employee relations (in contradistinction with good 
labor relations) on the premise that only through good em-
1 ployee relations can good community relations become a reali y. 
GENERAL NOTES 
I 
Jl 
II 
II 
~ 
(A) 
General Notes 
From time to time, in the body of the thesis 
there appear statements which bear no apparent authentication as 
to source or authority. For the most part, these statements 
can be categorized as common knowledge, knowledge which has come 
!about more through t~adition (or oral word) rather than by means 
of the printed word. Substantiation for most of these state-
ments could be had through the testimony of various personnel 
who were in a position to know the background; such testimony 
is lacking for obvious reasons. 
(B) The authenticity of the development of 
Company "X" is in the official history of the company, which 
cannot be referred to in this thesi-s in order that the identity 
of Company "x" may not be made known. 
(C) The writer has obtained most of the infor-
mation concerning J.B. Babcock by means of word of mouth from 
employees who worked under him. Each incident, as listed, has 
been checked wherever possible through a number of sources in 
order to insure accuracy of details. 
(D) As in previous cases, so as not to disclose 
the identity of Company "x", this report cannot be referred to 
by name or title. It was, as stated, a comprehensive report 
written in simple language listing the findings and recommenda-
tions, all of which were based on the results of a number of 
public opinion polls taken in territories served by this system 
of affiliated electric utilities. 
II 
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(E) A number of statements that appear in the 
body of the thesis will have to came under the heading of 
"Personal Observations". Such observations are based on the wril-
ter's perusal of official papers, records, and reports, along II 
with a working knowledge of the processes of business as carried 
on in this particular firm. 
(F) An outline of departmental functions can be 
found among the official records of Company "x", which spells 
out the functions of the various customer contact groups men-
tioned. The comments of these functions, while they are 
essentially the personal reflections of the writer, are gene-
rally agreed to by a large number of supervisory employees who 
are personally concerned with the betterment of customer contacts. 
(G) Actually, the supervisors of Company "X" 
have been polled concerning their attitudes toward supervisor's 
meetings, and the three reasons noted seem to have been the 
principal reasons for the failure of the meetings to open up 
jiblocked avenues of communications. 
(H) Data regarding the student training program 
is based on the personal experiences of the writer (himself a 
former trainee) together with the experiences of other fellow 
trainees. The reaction of the older employees is from remarks 
and criticisms made in confidence to the writer. 
(I) For a period of time, the preparation of 
material for the manual, and the subsequent distribution of 
this material came under the cognizance of the writer. The 
~ortcomings noted are no more nor less than comments rae 
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from the various supervisors. 
(J) The material relevant to Labor Relations 
has been drawn from three sources! (1) past and present labor 
a greements between Company 11 X11 and the three A .. F .. L .. locals 
noted; (2) the comments of men who have worked close t o the 
collective bargaining scene over a number of years; and (3) 
the per sonal observations of the writer. 
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recommended as a ver.y informative and exhaustive work, 
and certainly t•or one concerned with the consultant field 
it offers much in the way o:f guidance. The cba.pter on 
"Mi.nima.x Relations" is exceptional~ well done.) 
PUBLIC RELATIONS FOR BUSINESS 
Kilton Wright 
licGraw-Hill Book Ooc 1 New York, 19.39 (.338 pages) 
(In this work is presented a very basic approach to 
what the author prefers to call Public Relations, but 
which, when analyzed, a.ra Human Relationso Realistic 
in his survey a.nd background data, the author is in 
advance of his times in the conclusions that he draws 
from his findings. It is recommended for all concerned 
with the :future of Human Relations.) 
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Public Relation (Cont• d),: 
PUBLIC .RELATiot~ 1 YANt\GFliFm 
J. H dly Wright and Byron H. Christian 
cG -Hill Book Co., New York, 1949 
(226 pa ) 
(A fairq- good work in Public Relations. The 
authore seem to have covered the tield ver.r well, 
and they spell o11t wb t management& s lWlotion is 
in Public Relations. The chapters on nlfhat is 
P\lblic Relations?" 1 ••The Public Intereat", and 
"The ¥11ture in Public Relation • are more than 
wort-hwhile.) 
PROFITABLE PUBLIC RELATIONS 
Bronson Batchelor 
Harper Bros.~ ew York, 1936 
(This work des 1"\l'es the highest type ot recommen-
dation. r. Batchelor has contributed a very valuable 
work to the field in that he d lves into the usee ot 
things. While each chapter deserves th careful sc:rutirv 
of the student, the following llligbt be pointed up as 
meriting ntal digestion on the pal"t ot the readers "In-
dustry ters ew n 1 11'l'be Problem in Sharper tocua", 
and Antioi tin the 1uturen. 
YOUR PUBLIC RELATIO~S 
The Standard Public Relations Ha.ocibook 
Glenn Griswold and Denny Griswold 
unk and agnalls Co., New York, 1946 
(Perh&p , the Wilber One work to d te in Public 
Relation J it represents the tho11ghts ot leading 
authoriti a on all phases of he subject. It is 
recommended without qualification.) 
A CONNETictrr YANKEE lOOKS AT PUBLIC RELATIONS 
C. J. Allen, Conn. Light and Power COfiiP8l\Y 
Public Utilities Forlnightq, Volume XL, iber 31 
pages lJS-14.3, Juq Jl, 1947. 
(Yr. Allen offers som substantial suggestions as 
to how management in utilities should Yiew their 
Public Rel·tions. The suggestions approach the 
"grass root le-lfel.) 
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d Collective Barg nipft• 
COLLEm' E BARGAINING 
Leonard J. Smith, N.Y.u. and a.nhattan Colleg 
Prenti ll Book co. , Hew York, 19lQ 
(2nd Printin .. 468) 
( rltten iXl language, which is not legalistic or 
d1 fiC11lt t o understand, this work presents 
broad SUt"V' y of the important elements involVed 
in collective b~r ning. In the Appendices, 
Mr. Smith bas added very extenaiv~ .bibliograpl\J', 
a seri s of contract p ovisions found in the v riou 
industri s 1 a glossar,r o£ terms 1 ·anc~ ourc 8 ot 
information. ) 
COLLF.C'l'IVE BARClAIN 0 
John T. Dunlop, He.rv rd Uni versi tf· 
Richard D. Irwin Co., Chicaeo, 1949 
(433 page ) 
(Del ving i ntQ th background or coll ctive 
bargaining, rof'essor Dt.pl].op proc 8 to show the 
development ot collect i ve barg Ding, both in 
erma or pubUc policy and i:n term of re tiona 
betil'ee Labor· d anagement . ·In doin o, he 
points up difference ·in organization, the pla.c 
which the labor agre nt holds , and the whole 
ot Wage Administration.- In· Pa rt 11, th re a re 
presented seventy · ortant cases i n the field. ) 
COLLECTIVE BilROAINING FOR TO-DAY 1\ND T ORRO 
Henry C. Metcalf 
Harper and Bros. , ew York , 1937 
(A c pilation or a se ries or el ven lectures by 
men in the field of L or R lations , ranging from 
a personnel director o large corporation to a 
labor union official. R c nded a.s a good soU.rca 
book. ) 
A~T AT THE BARGAIN! G TABLE 
eland H. Hill and Charles R. Hook, Jr. 
McGraw-Hill Book Co. Inc., N York~ 1945 
(An extreme~ well- tit. n 1fO in the field, in whic 
the ~thor3 a 1 bot wit~ t ~ontent of the l or 
agreeme t, and with th techniques used at the bar-
gaining table . In ad tion, the authors hav · ap ended 
a very valuable bibliography. ) 
WJ'l'UAL SURVIVAL: THE OOALS OF UtUQtjS D llANAGFllmT 
E. Wight Bakke, Yale Universi-ty 
Y le University Press, New Haven, 191£6 
(This is a must £or a l l who would go into Industrial 
Pu'blic Relations. The Di rector of Yale• s Insti tute 
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tabor Relations ·and Col~ctive Barff!i.Ding (Cont•(i}: 
of Human Relatione attempts to apell out the 
objectives ot both Wlions and management aep.. 
rately, and then point the way to the welding 
ot these goals tor the purpose ot the survival 
ot both parties. It is a comprehensive work in 
condensed to~.) 
THE NEW INDUSTRIAL RELA.'l'IONS 
LoQis Jl, Hacker, Benjamin )1. Selekllan, and others 
Cornell UaiversitT Press, Ithaca, 1948 
{lSO pages) 
(A series ot ti ve ssaye d aling with collective 
bargaining and its relation to the human f'actor 1 
society, and industrial lite.) 
PAT ERN 0 UNION-DIANAG!!liEN'l' RE.LA. TIONS 
Frederick H, Harbison and Robert Dublln 
Science Rese· rob AssociatGs, Chi go, 1947 
(229 pages) 
{'this work attord an a.na.l.y'sis or the ef'teot or 
big unions on big business. The uthors go into 
detail to demonstrate this eff'ect by' cas histories 
involving the U.A.W. and General Motors and Stude-
baker. A very well done work.} 
THE UTILI'tt SUPl!diVISOR AND 'mE TAF'l'-HA.RTLH% ~ 
Alrred • Cooper 
Public Utilities l"ortni.ght.l,y, Volume ILl, 
MU1'Zlber 8 c April 8, 1948 
(In thi articl , r. Cooper brings into shatP 
focus th importance or the supervisor as a member 
ot the management team, .and the place that the supe 
errlsor occupies in light or recent legislation.) 
COOP~TlO BEMEEN UTILITY MANAGUII!ll'l' AND LABOR 
Alfred M. Cooper 
Public Utilities· Fortnight:cy-1 Volume XXXL 1 
Number 1 ... Januar,v 7 » 194.3 
(A fairly well-wri.tten dissertation demonstrating 
the unique position of utility management in the 
a.rea or collective bargaining with emph aia on 
co-operation rather than cont"lict tor long range 
labor peace in the utility industry.) · 
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Public OpinioJU 
I 
PUBLIC OPINION AND PROPAOOJDA 
1'\1 w. Doob1 Yale UDiveraitT 
Henry Holt and Oo., torJc, 1948 
(6oo a) 
(A ey thorough d extensi work c1eal1q w1 tb public 
op1nion 8Dd propagaada, and the relat1onab1p betnen tbo 
two. Ths ~l dGala p~ with t.be theoretical 
aapeots rather thaD with the ruc:1:1asnta or eociometrics. 
Doob 1a apt t,o too much attention to their etteat on 
t loST ot g1Dg r, but tbi.a 1e striotl7 a 
tter ot peraonal opiDS.on.) 
PROPAGANDAf COJ.D.IUHICATION1 AliD PUBLIO OPIHIOlf 
Oal1pre Beterenc Ouide. 
9 ce L. Smi~ Harold D. I.asweU, and Ralph D. Gaae7 
Princeton Uil1 erai ty Pre a, Princeton, 1.946 
(43$ ) 
('L'bough he sqs that go to up tbe reading materl&l 
are uable, this volume is DOted tor ita CXJaprehensi 
bibliograpb_v. For anyone re tecl in the public opinion 
app Public Relat1ona, as 11 as 1n the tecbniquea or 
commun10at1aa.s, th1 book is d VOJ7 hi~.) 
PUBLIC OPINION 
Will1am Albig, Un1 verei or llllnoia 
G 1 ill Book Oo. 1 New York, 1939 (466 pa es) 
(A scholarly .ork in e riel , Perhaps, basic readiDg 
for tho intere in the !'1 ld ot l'ublic Opinion, 
but not ~ enMal tor int ted 1n H 
Relations. lt i emeptional:b" ell. done, and is well 
do nted.. Of part.ioul.ar concern ehould be the chapteJ;"S 
on nature o public op1n1on.) 
0 li 'It> OONDUCT CO truER AND OPINION RESEARCH 
The samplin 7 in overat1on 
Sd1t d by Albert B. BlAnk hip 
Jtarpe and Bros., ew Yol"k, 1946 
(314 pa ) 
(A ser:l.es or says ~ tten by author! ties 1n the field 
on the theory and techniques of sooiometrics, this vol 
b comes a very valuable a.djunot for those wishing to learn 
the iundamantal:s ot the testing and mea urement or public 
opinion.) 
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nublic Opini® (Cont•d): 
OAUGmG PUBLIO OPINION 
HadleJ Cantril and Associated Writeni 
otfic of Public Opinion ~rch 
Princeton university Pre a, Pr1ncetort, 1947 
(318 pages) 
(A very creditable work. DaD rvea to be recommended 
to the student in H Relations be use 1 t brings 
into focus the many ramifications or the ecienoe of 
gauging public op1D1on.) 
PROBING PUBLIC OPINION ~ORE ADVBRTISIHG 
Robert w. Pratt, ilic Opinion Conaul.tant 
Public Utilities Fortnigh~, Val XLI, Number 8 
April 8, 1948 
(Havine rked with the utbor ot tbis article., 
and knowin the objectivity o h1a wo~ , al.mo t 
any such t tment. or public op!Dion merits 
consideration by tboee interested in the utilley 
try"' s Public Relations.) 
WHAT 00 UTILITY EMPIDTEES 1.ltlNK OF THE CO ANY? 
o.. ll. Day', Kansas 01 t;y Po r and Light CcmpBD7 
Public Utilitiee Fortnigb~, Vol XLIII, 
Number ll, :r 26, 1949 
(Certainly, th polling o£ empla.yee attitudes 
plays central. role in the sphere o! H 
Relations. Yr. Day tells of his experiences with 
such polling and offers suggestions to o hera 
o are eairous of finding out llbat the employee 
thinks ot e com~ be (or he) works for.) 
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Customer Relati a 
IF I WERE £. OUSTO ' \1 YOURS 
Davis , DaBarci, stone and Webster service Corp. 
"Edi on Electric Inatitute Bnl.letin" - December, 
l947 - pag 443-h44 
(Mr. DeBarcl gives aome very tk.ely' tips on· ,_t 
the utUity businG a can do and should do to gain 
'J;h friendship ot the customer.) 
A.R'l'W§IT ANGLE OF PUBLIO 1mJA TlO 
Ralph P. gner, .E.I. 
Public Ut.Uiti i'ortnightJ.71 Vol XL, r 9 
octo r 23, 1947- pages 569-S13. 
MORE FOR lOUR NTa 
Robert c. eox, Publioiv aa , 
Philadelphia Electric COoJDpaey 
Public muiti ortnigb~, Vol mvlii1 
Number 13, dated 191 l9h6 - page 817-821.. ( wr1 ter of t articl tall of a w.ri&tio in the 
testing or public att.itudaa and op1D1ona d at 
the betta:rment ot Ouatomer .Relat1 • It 1e ry 
wo e.) 
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Publicitz and Pres 
PROFITABLE PUBLICITtt BOll TO DO ITa HO TO GET l'l 
Henry F • Wooda 
Dp t Ho 1 Inc., New York, 1947 
'!'HE WO ~ OF TlON 
t'om Fa.rrel.l and Herbert Muaohel 
FaZ"l" l.l Publishing Oo., York, 1947 
TO GE'l' Ptnn.ICITY 
Mil ton Wright 
l.tcGr Hill Book eo., 
(226 pages) 
York, 19 9 
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lndust. y nd Society& 
Tllli DY:W.UCS F INDUSTRIAL DEliiOCHACY 
Q.inton s. Go~d and Harold J. Ruttenburg 
Harper nd Bros., York, 1942 
{This i!; re gni ed as a jor contribution to 
the field of Human Relations. It should DOt b 
pass by. However, rea r should realize 
that thought expres ed concerning organized 
labor might weighted a trin toward Labor.) 
n;: ~BODUC'roRY SOClD'·..oaY 
Robert L. s th.erland, Un1 ver ty or Tams, and 
Julian L. oodward, Comell Un1versi't7 
J. B. Lippincd;t Co., N Yo 1 19.31 (86.3 pa s) 
(A i~ t on sociology 1 thi book haa much 
to o~e:r · t b ginner in Human Relations 
..UM~Lu:C ~ tlS it Offe '9 rEI to the weyt S and h8ref0 f 8 
o.l c1al ro e • The study of groups, eet.s, rae a, 
leaders, and so on is a necessary prerequisite to 
effective Humsn Relations.} 
1'H ROAD 'ro SERFOO 
Friedrich A. (;ayak 
Un1ve ity ot Chicago Press, Chicago, 1944 
(248 paa s) 
( ere are two basi.c philosophies existent in the 
mQdem orld, which a important because or the 
s of peopl who adhere to the one or the other. 
This -.• is a ~buke of Ooll.acti vi in favor of 
:U'diviri ; and is l done. "The Road to 
Re.-:1 on" by He r is the answer ot the 
r..oll~ot viet to the cballenge of the Indi vidualiat.) 
iJUSTRl A ~ socn.n 
Willial: F • 1 ASD"• Prof. of Sociology 
Uni &ity or Chicago 
Graw-.HUl Book eo., N York, 1947 
ROAD '1'0 SURVIV'A.L 
William V1>~, R -American nion 
Willia Sloa.oo As ociatea, N York, 1949 
(prJ.mar:r ~ource or elationships between population 
and the wo1•ld 1 s land areas.) 
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Indus;t;:z and Bue1neaa t 
AN 
INDUSTRIAL HISTORI OF THE 
Louis Rq eJ.J.. 
The .u.aem:lllan ~ 1 
Yo 11939 
'lll& INDUSTRIAL REVOLUTION ND THE EGONO IC RLD To-DA.T 
W. \1hi and EdJiard VI. Sbanaban 
LongJlBila, Green and C • London, 19.32. 
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OOVERIWEN't AND THE AKERIC1 OOWMI 
Werle Faineod and Lincoln Gordon, Harvard. Un1 ftrei t7 
• W. Norto11 and eo., N Yo 1 Ul&l. (863 pa ) 
(Tbough the text was edited ~ tor us aa a 
textbook, it sa to ba a much wi r plication. 
For tbe st t whos 1nteNa are in the nt 
Relations upeot of bus s, volume on rs a 
criti.cal. ot the sp of go ntal re 
lation or basic induatri • ) 
I 
OOVE 00 L o BUS.w•.&:A~ 
rold D. Jtoont.a, OoleJlte Unive ity 
Houghton rrun Co., Boston, l9bl 
'rhe K:l:versid& P dge 
(937 pa. ) 
(Like Gordon and F • d' text, this work a1.ao 
intended prin ~ tor in college 
cl.aaSl'O<D1 bu'"' it has uc to offer to 
concerned with the in rvent1on or government into . 
bUs:1nGI1Ja lite. 1' ectio treatiag ut1l1 is 
t1ng and 1s U doc d.) 
A l"EDERAL OOVERHJmlltS 
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